Natural Resources Incidents Report
6/1/2010 to 7/1/2010 as of 7/1/2010

|Natural Resources I

First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.
Cells displayed show the number of incidents resolved on first contact during the reporting period.

Top Number - Total Incidents
Bottom Number - FCR Met

High Low Medium Total
Application Error Novell 0 3
GroupWise 0 0
Total 0 3
0 0
None BlackBerry 0 1
0 0
Total 0 1
0 0
Reporting Novell 0 2
GroupWise 0 0
Total 0 2
0 0
Total 0 6
0 0
Mobile Devices Error None 0 1
0 0
Total 0 1
0 0
Total 0 1
0 0




EIS Hardware

Application

High Low Medium Total

0 7 7

0 0 0

None None 0 1 1
0 0 0

Total 0 1 1

0 0 0

Total 0 1 1
0 0 0

0 1 1

0 0 0

Error None 0 0 1
0 0 0

PGP 0 1 1

0 0 0

Remedy 0 1 1

Incident 0 1 1

Remedy 0 1 1

Service 0 0 0

State Payroll 0 2 2

Time Entry 0 1 1

Total 0 5 6

0 2 2

Password Novell 0 1 1
GroupWise 0 1 1

PGP for 0 1 1

Windows 0 1 1

Utah Master 0 12 12

Directory 0 5 5

Total 0 14 14

0 7 7

Reporting Novell 0 1 1
GroupWise 0 1 1




High

Low

Medium

Total

Application Reporting Total 1 1
1 1

Total 20 21

10 10

Network Error Novell Client 2 2
for 32-bit 2 2

Total 2 2

2 2

Incident Novell Client 1 1

for 32-bit 1 1

Total 1 1

1 1

Password Novell Client 1 1

for 32-bit 1 1

Total 1 1

1 1

Performance None 1 1

0 0

Total 1 1

0 0

Total 5 5

4 4

25 26

14 14

Application None None 1 1
1 1

Total 1 1

1 1

Total 1 1

1 1

Network None Novell Client 1 1

for 32-bit




High Low Medium Total
Network None Total 1 0 1
1 0 1
Total 1 0 1
1 0 1
2 0 2
2 0 2
_No Tier 2 None None 41 1 42
0 0
Novell 2 1 3
ConsoleOne 0 0 0
Novell 1 0 1
GroupWise 0 0 0
Total 44 2 46
0 0 0
Total 44 2 46
0 0 0
Application Error Microsoft Word 2 0 2
0 0 0
None 5 0 5
0 0 0
Novell Client 3 0 3
for 32-bit 0 0 0
Novell 2 0 2
GroupWise 0 0 0
Novell 1 0 1
GroupWise 0 0 0
Novell 1 0 1
Messenger 0 0 0
Total 14 0 14
0 0 0
None Internet 1 0 1
Explorer 0 0 0




High Low Medium Total
Application None None 1 0 1
0 0 0
Total 2 0 2
0 0 0
Password None 1 0 1
0 0 0
Novell 1 0 1
GroupWise 0 0 0
Utah Master 1 0 1
Directory 0 0 0
Total 3 0 3
0 0 0
Reporting Internet 1 0 1
Explorer 0 0 0
None 0 1 1
0 0 0
Novell 1 0 1
GroupWise 0 0 0
Utah Master 0 2 2
Directory 0 0 0
Total 2 3 5
0 0 0
Total 21 3 24
0 0
Mobile Devices None Intellisync for 1 0 1
PalmPilot 0 0 0
Intellisync 1 0 1
Mobile Suite 0 0 0
Total 2 0 2
0 0 0
Total 2 0 2
0 0 0




High Low Medium Total
Network Error None 1 0 1
0 0 0
Novell Client 9 0 9
for 32-bit 0 0 0
Total 10 0 10
0 0 0
Incident None 2 0 2
0 0 0
Total 2 0 2
0 0 0
None Novell Client 1 0 1
for 32-bit 0 0 0
Total 1 0 1
0 0 0
Password None 3 0 3
0 0 0
Novell Client 3 0 3
for 32-bit 0 0 0
Total 6 0 6
0 0 0
Performance None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 20 0 20
0 0 0
PC/Laptop Error Microsoft 1 0 1
Windows XP 0 0 0
Microsoft Word 1 0 1
0 0 0
None 7 0 7
0 0 0




High

Low

Medium

Total

PC/Laptop Error Total 9 9
0 0

Hardware None 3 4
0 0

Total 3 4

0 0

Password None 1 1
0 0

Total 1 1

0 0

Performance None 2 3
0 0

Total 2 3

0 0

Virus None 2 2
0 0

Total 2 2

0 0

Total 17 19
0 0

Print/Copy/Sca Error Code None 2 2
n/Fax 0 0
Novell iPrint 1 1

0 0

Total 3 3

0 0

Incident None 4 4
0 0

Novell iPrint 1 1

0 0

Total 5 5

0 0




High

Low

Medium

Total

Print/Copy/Sca Total 8 8
n/Fax 0 0
Server Error None 1 1
0 0

Total 1 1

0 0

None None 0 1

0 0

Total 0 1

0 0

Total 1 2

0 0

113 121

0 0

_No Tier 2 None None 4 4
1 1

Total 4 4

1 1

Total 4 4

1 1

Application Error Microsoft Word 0 1
0 1

None 1 1

0 0

Novell 3 3

GroupWise 2 2

Novell 1 1

GroupWise 1 1

Novell 1 1

Messenger 1 1

Utah Master 1 1

Directory 0 0




High Low Medium Total
Application Error Total 7 1 8
4 1 5
None Utah Master 1 0 1
Directory 0 0 0
Total 1 0 1
0 0 0
Password Novell 2 0 2
GroupWise 1 0 1
Novell 1 0 1
Messenger 0 0 0
Utah Master 2 0 2
Directory 1 0 1
Total 5 0 5
2 0 2
Reporting Novell 1 0 1
GroupWise 0 0 0
Total 1 0 1
0 0 0
Total 14 1 15
6 1 7
Network Error None 1 0 1
0 0 0
Novell Client 2 0 2
for 32-bit 1 0 1
Total 3 0 3
1 0 1
Incident None 2 0 2
1 0 1
Total 2 0 2
1 0 1
None Novell Client 2 0 2
for 32-bit 0 0 0




High Low Medium Total
Network None Total 2 2
0 0
Password None 4 4
4 4
Novell Client 22 22
for 32-bit 12 12
Utah Master 1 1
Directory 1 1
Total 27 27
17 17
Total 34 34
19 19
Print/Copy/Sca Error Code None 1 1
n/Fax 1 1
Total 1 1
1 1
Incident None 2 2
2 2
Total 2 2
2 2
Total 3 3
3 3
55 56
29 30
_No Tier 2 None None 2 5
0 0
Total 2 5
0 0
Total 2 5
0 0
Application Error Microsoft 1 1
Access 0 0




High

Low

Medium

Total

Application

Error

Microsoft
Access 2003

None

Total

Total

Network

Error

None

Novell Client
for 32-bit

Total

None

None

Total

Performance

None

Total

Total

Print/Copy/Sca
n/Fax

Error Code

None

Total

Total

Server

Error

None




High

Low

Medium

Total

Server Error Total 1 1
0 0

Hardware None 1 1

0 0

Total 1 1

0 0

None None 1 1

0 0

Total 1 1

0 0

Total 3 3

0 0

15 18

0 0

_No Tier 2 None None 1 1
0 0

Total 1 1

0 0

Total 1 1

0 0

Application Error Novell 1 1
GroupWise 0 0

Total 1 1

0 0

Total 1 1

0 0

Network Error None 1 1
0 0

Total 1 1

0 0

Incident None 1 1




High

Low

Medium

Total

Network

Incident

Total

Total

PC/Laptop

Error

None

Total

Hardware

None

Total

Performance

None

Total

Virus

None

Total

Total

Print/Copy/Sca
n/Fax

Incident

None

Total

None

None

Total

Total




High Low Medium Total
0 11 2 13
0 2 0 2
Application Error Internet 0 1 0 1
Explorer 0 0 0 0
Total 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
0 1 0 1
0 0 0 0
_No Tier 2 None None 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
Application Error Financial 0 1 0 1
Information 0 0 0 0
Internet 0 1 0 1
Explorer 0 0 0 0
Microsoft Office 0 1 0 1
2003 0 0 0 0
Novell 0 1 0 1
GroupWise 0 1 0 1
Novell iPrint 0 1 0 1
0 1 0 1
PGP 0 1 0 1
0 0 0 0
PGP for 0 1 0 1
Windows 0 1 0 1
Total 0 7 0 7
0 3 0 3




High Low Medium Total
Application Password PGP 1 0 1
0 0 0
Total 1 0 1
0 0 0
Reporting Novell iPrint 1 0 1
1 0 1
Total 1 0 1
1 0 1
Total 9 0 9
4 0 4
PC/Laptop Error None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Hardware None 9 0 9
5 0 5
Total 9 0 9
5 0 5
Performance Microsoft 1 0 1
Windows XP 0 0 0
None 1 0 1
1 0 1
Total 2 0 2
1 0 1
Total 12 0 12
6 0 6
Print/Copy/Sca Error Code None 1 0 1
n/Fax 0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0




High Low Medium Total
0 23 23
0 10 10
_No Tier 2 None Internet 0 1 1
Explorer 0 0 0
None 0 2 2
0 1 1
PGP 0 3 3
0 1 1
PGP Desktop 0 1 1
Security 0 0 0
Presto! 0 1 1
PageManager 0 1 1
Symantec 0 1 1
Endpoint 0 1 1
Total 0 9 9
0 4 4
Total 0 9 9
0 4 4
Application None None 0 1 1
0 1 1
Total 0 1 1
0 1 1
Total 0 1 1
0 1 1
Network Error Microsoft 0 1 1
Windows XP 0 1 1
Novell Client 0 3 3
for 32-bit 0 2 2
Total 0 4 4
0 3 3
Incident None 0 3 4
0 0 0




High Low Medium Total
Network Incident Total 3 1 4
0 0 0
None None 1 0 1
1 0 1
Novell Client 0 1 1
for 32-bit 0 1 1
Total 1 1 2
1 1 2
Performance Microsoft 1 0 1
Windows XP 1 0 1
None 1 0 1
1 0 1
Total 2 0 2
2 0 2
Total 10 2 12
6 1 7
PC/Laptop Error Microsoft 1 0 1
Windows XP 1 0 1
Microsoft 1 0 1
Windows XP 1 0 1
Total 2 0 2
2 0 2
Hardware None 2 1 3
1 0 1
Symantec 1 0 1
Endpoint 1 0 1
Total 3 1 4
2 0 2
None None 1 0 1
0 0 0
Total 1 0 1
0 0 0




High

Low

Medium

Total

PC/Laptop Password PGP for 2 0 2
Windows 2 0 2

Total 2 0 2

2 0 2

Performance Microsoft 1 0 1

Windows XP 0 0 0

None 1 0 1

1 0 1

Total 2 0 2

1 0 1

Virus None 1 0 1

0 0 0

Total 1 0 1

0 0 0

Total 11 1 12

7 0 7

Print/Copy/Sca Incident None 4 0 4
n/Fax 4 0 4
Total 4 0 4

4 0 4

None None 2 0 2

2 0 2

Total 2 0 2

2 0 2

Total 6 0 6

6 0 6

Telecom Dial Tone None 0 0 1
0 0 1

Total 0 0 1

0 0 1

Total 0 0 1

0 0 1




High

Low

Medium

Total

Wireless
Connectivity

Application

Telecom

None None 1 1
1 1

Total 1 1

1 1

Total 1 1
1 1

38 42

25 27

Error Internet 1 1
Explorer 0 0

Total 1 1

0 0

None Internet 1 1
Explorer 0 0

Total 1 1

0 0

Password PGP Desktop 1 1
Security 0 0

Total 1 1

0 0

Total 3 3
0 0

3 3

0 0

Call/Receive None 1 1
0 0

Telephone 0 1

0 0

Total 1 2

0 0

CrossTalk/Nois Telephone 1 1
e/Static 0 0




Telecom

Telecom

High Low Medium Total
CrossTalk/Nois Total 1 1
e/Static 0 0
Dial Tone None 3 5
0 0
Total 3 5
0 0
None None 2 5
0 0
Total 2 5
0 0
Voice Mail None 2 2
0 0
Telephone 4 4
0 0
Total 6 6
0 0
Total 13 19
0 0
13 19
0 0
Hardware None 1 1
0 0
Telephone 1 1
0 0
Total 2 2
0 0
Voice Mail None 1 1
0 0
Total 1 1
0 0
Total 3 3
0 0




High Low Medium Total

335
85




Missed Initial Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards.

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and

Critical within 30 clock minutes.
Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period.

Top Number - Total Incidents

®

Bottom Number - Missed Inital Respons

High Low Medium Total
Application Error Novell 0 3 0
GroupWise 0 2 0
Total 0 3 0
0 2 0
None BlackBerry 0 1 0
0 1 0
Total 0 1 0
0 1 0
Reporting Novell 0 2 0
GroupWise 0 1 0
Total 0 2 0
0 1 0
Total 0 6 0
0 4 0
Mobile Devices 0 1 0
0 1 0
0 1 0
0 1 0
0 1 0
0 1 0
0 7 0
0 5 0
EIS Hardware 0 1 0
0 0 0




EIS Hardware

Application

High Low Medium Total

None Total 1 0 1
0 0 0

Total 1 0 1
0 0 0

1 0 1

0 0 0

Error None 0 1 1
0 0 0

PGP 1 0 1

0 0 0

Remedy 1 0 1

Incident 0 0 0

Remedy 1 0 1

Service 0 0 0

State Payroll 2 0 2

Time Entry 0 0 0

Total 5 1 6

0 0 0

Password Novell 1 0 1
GroupWise 0 0 0

PGP for 1 0 1

Windows 0 0 0

Utah Master 12 0 12

Directory 1 0 1

Total 14 0 14

1 0 1

Reporting Novell 1 0 1
GroupWise 0 0 0

Total 1 0 1

0 0 0

Total 20 1 21




High Low Medium Total
Network Error Novell Client 2 2
for 32-bit 0 0
Total 2 2
0 0
Incident Novell Client 1 1
for 32-bit 0 0
Total 1 1
0 0
Password Novell Client 1 1
for 32-bit 0 0
Total 1 1
0 0
Performance None 1 1
0 0
Total 1 1
0 0
Total 5 5
0 0
25 26
1 1
Application None None 1 1
0 0
Total 1 1
0 0
Total 1 1
0 0
Network None Novell Client 1 1
for 32-bit 0 0
Total 1 1
0 0
Total 1 1
0 0




High Low Medium Total
0 2 2
0 0 0
_No Tier 2 None None 0 41 42
0 0 0
Novell 0 2 3
ConsoleOne 0 0 0
Novell 0 1 1
GroupWise 0 0 0
Total 0 44 46
0 0 0
Total 0 44 46
0 0 0
Application Error Microsoft Word 0 2 2
0 1 1
None 0 5 5
0 2 2
Novell Client 0 3 3
for 32-bit 0 2 2
Novell 0 2 2
GroupWise 0 1 1
Novell 0 1 1
GroupWise 0 1 1
Novell 0 1 1
Messenger 0 0 0
Total 0 14 14
0 7 7
None Internet 0 1 1
Explorer 0 1 1
None 0 1 1
0 0 0
Total 0 2 2




High Low Medium Total
Application Password None 1 0 1
1 0 1
Novell 1 0 1
GroupWise 0 0 0
Utah Master 1 0 1
Directory 1 0 1
Total 3 0 3
2 0 2
Reporting Internet 1 0 1
Explorer 0 0 0
None 0 1 1
0 1 1
Novell 1 0 1
GroupWise 0 0 0
Utah Master 0 2 2
Directory 0 1 1
Total 2 3 5
0 2 2
Total 21 3 24
10 2 12
Mobile Devices None Intellisync for 1 0 1
PalmPilot 0 0 0
Intellisync 1 0 1
Mobile Suite 0 0 0
Total 2 0 2
0 0 0
Total 2 0 2
0 0 0
Network Error None 1 0 1
1 0 1
Novell Client 9 0 9
for 32-bit 2 0 2




High Low Medium Total
Network Error Total 10 0 10
3 0 3
Incident None 2 0 2
1 0 1
Total 2 0 2
1 0 1
None Novell Client 1 0 1
for 32-bit 1 0 1
Total 1 0 1
1 0 1
Password None 3 0 3
1 0 1
Novell Client 3 0 3
for 32-bit 1 0 1
Total 6 0 6
2 0 2
Performance None 1 0 1
1 0 1
Total 1 0 1
1 0 1
Total 20 0 20
8 0 8
PC/Laptop Error Microsoft 1 0 1
Windows XP 0 0 0
Microsoft Word 1 0 1
0 0 0
None 7 0 7
5 0 5
Total 9 0 9
5 0 5
Hardware None 3 1 4




High

Low

Medium

Total

PC/Laptop Hardware Total 3 1 4
1 0 1

Password None 1 0 1

0 0 0

Total 1 0 1

0 0 0

Performance None 2 1 3

0 0 0

Total 2 1 3

0 0 0

Virus None 2 0 2

0 0 0

Total 2 0 2

0 0 0

Total 17 2 19

6 0 6

Print/Copy/Sca Error Code None 2 0 2
n/Fax 1 0 1
Novell iPrint 1 0 1

0 0 0

Total 3 0 3

1 0 1

Incident None 4 0 4

1 0 1

Novell iPrint 1 0 1

1 0 1

Total 5 0 5

2 0 2

Total 8 0 8

3 0 3

Server Error None 1 0 1
0 0 0




High Low Medium Total
Server Error Total 0 1 0 1
0 0 0 0
None None 1 0 0 1
0 0 0 0
Total 1 0 0 1
0 0 0 0
Total 1 1 0 2
0 0 0 0
1 113 7 121
0 27 2 29
_No Tier 2 None None 0 4 0 4
0 1 0 1
Total 0 4 0 4
0 1 0 1
Total 0 4 0 4
0 1 0 1
Application Error Microsoft Word 0 0 1 1
0 0 0 0
None 0 1 0 1
0 0 0 0
Novell 0 3 0 3
GroupWise 0 1 0 1
Novell 0 1 0 1
GroupWise 0 0 0 0
Novell 0 1 0 1
Messenger 0 0 0 0
Utah Master 0 1 0 1
Directory 0 0 0 0
Total 0 7 1 8
0 1 0 1
None Utah Master 0 1 0 1
Directory 0 1 0 1




High Low Medium Total
Application None Total 1 0 1
1 0 1
Password Novell 2 0 2
GroupWise 0 0 0
Novell 1 0 1
Messenger 0 0 0
Utah Master 2 0 2
Directory 1 0 1
Total 5 0 5
1 0 1
Reporting Novell 1 0 1
GroupWise 0 0 0
Total 1 0 1
0 0 0
Total 14 1 15
3 0 3
Network Error None 1 0 1
1 0 1
Novell Client 2 0 2
for 32-bit 0 0 0
Total 3 0 3
1 0 1
Incident None 2 0 2
0 0 0
Total 2 0 2
0 0 0
None Novell Client 2 0 2
for 32-bit 0 0 0
Total 2 0 2
0 0 0
Password None 4 0 4
0 0 0




High

Low

Medium

Total

Network Password Novell Client 22 0 22
for 32-bit 5 0 5

Utah Master 1 0 1

Directory 0 0 0

Total 27 0 27

5 0 5

Total 34 0 34

6 0 6

Print/Copy/Sca Error Code None 1 0 1
n/Fax 0 0 0
Total 1 0 1

0 0 0

Incident None 2 0 2

0 0 0

Total 2 0 2

0 0 0

Total 3 0 3

0 0 0

55 1 56

10 0 10

_No Tier 2 None None 2 3 5
1 1 2

Total 2 3 5

1 1 2

Total 2 3 5

1 1 2

Application Error Microsoft 1 0 1
Access 0 0 0

Microsoft 1 0 1

Access 2003 0 0 0

None 3 0 3




High Low Medium Total
Application Error Total 5 0 5
1 0 1
Total 5 0 5
1 0 1
Network Error None 1 0 1
1 0 1
Novell Client 1 0 1
for 32-bit 0 0 0
Total 2 0 2
1 0 1
None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Performance None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 4 0 4
1 0 1
Print/Copy/Sca Error Code None 1 0 1
n/Fax 0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
Server Error None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Hardware None 1 0 1
0 0 0




High

Low

Medium

Total

Server Hardware Total 1 1
0 0

None None 1 1

1 1

Total 1 1

1 1

Total 3 3

1 1

15 18

4 5

_No Tier 2 None None 1 1
0 0

Total 1 1

0 0

Total 1 1

0 0

Application Error Novell 1 1
GroupWise 1 1

Total 1 1

1 1

Total 1 1

1 1

Network Error None 1 1
0 0

Total 1 1

0 0

Incident None 1 1

0 0

Total 1 1

0 0

Total 2 2

0 0




High

Low

Medium

Total

PC/Laptop Error None 3 3
1 1

Total 3 3

1 1

Hardware None 1 1

0 0

Total 1 1

0 0

Performance None 1 1

0 0

Total 1 1

0 0

Virus None 1 1

0 0

Total 1 1

0 0

Total 6 6

1 1

Print/Copy/Sca Incident None 0 2
n/Fax 0 0
Total 0 2

0 0

None None 1 1

0 0

Total 1 1

0 0

Total 1 3

0 0

11 13

2 2

Application Error Internet 1 1

Explorer




High

Low

Medium

Total

Application Error Total 0
0

Total 0
0

0

0

_No Tier 2 None None 0
0

Total 0

0

Total 0
0

Application Error Financial 0
Information 0

Internet 0

Explorer 0

Microsoft Office 0

2003 0

Novell 0

GroupWise 0

Novell iPrint 0

0

PGP 0

0

PGP for 0

Windows 0

Total 0

0

Password PGP 0
0

Total 0




High

Low

Medium

Total

Application Reporting Novell iPrint 1 1
0 0

Total 1 1

0 0

Total 9 9

0 0

PC/Laptop Error None 1 1
0 0

Total 1 1

0 0

Hardware None 9 9

0 0

Total 9 9

0 0

Performance Microsoft 1 1

Windows XP 0 0

None 1 1

0 0

Total 2 2

0 0

Total 12 12

0 0

Print/Copy/Sca Error Code None 1 1
n/Fax 0 0
Total 1 1

0 0

Total 1 1

0 0

23 23

0 0

_No Tier 2 None Internet 1 1
Explorer 0 0




High

Low

Medium

Total

_No Tier 2

None

None

PGP

PGP Desktop
Security

Presto!
PageManager

Symantec
Endpoint

Total

Total

Application

None

None

Total

Total

Network

Error

Microsoft
Windows XP

Novell Client
for 32-bit

Total

Incident

None

Total

None

None




High Low Medium Total
Network None Novell Client 0 1 1
for 32-bit 0 0 0
Total 1 1 2
0 0 0
Performance Microsoft 1 0 1
Windows XP 0 0 0
None 1 0 1
0 0 0
Total 2 0 2
0 0 0
Total 10 2 12
0 0 0
PC/Laptop Error Microsoft 1 0 1
Windows XP 0 0 0
Microsoft 1 0 1
Windows XP 0 0 0
Total 2 0 2
0 0 0
Hardware None 2 1 3
1 0 1
Symantec 1 0 1
Endpoint 0 0 0
Total 3 1 4
1 0 1
None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Password PGP for 2 0 2
Windows 1 0 1
Total 2 0 2




High

Low

Medium

Total

PC/Laptop Performance Microsoft 1 1
Windows XP 0 0

None 1 1

0 0

Total 2 2

0 0

Virus None 1 1

0 0

Total 1 1

0 0

Total 11 12

2 2

Print/Copy/Sca Incident None 4 4
n/Fax 0 0
Total 4 4

0 0

None None 2 2

0 0

Total 2 2

0 0

Total 6 6

0 0

Telecom Dial Tone None 0 1
0 0

Total 0 1

0 0

Total 0 1

0 0

Wireless None None 1 1
Connectivity 0 0
Total 1 1

0 0




High

Low

Medium

Total

Wireless
Connectivity

Application

Telecom

Total 1 1
0 0

38 42

2 2

Error Internet 1 1
Explorer 0 0

Total 1 1

0 0

None Internet 1 1
Explorer 0 0

Total 1 1

0 0

Password PGP Desktop 1 1
Security 1 1

Total 1 1

1 1

Total 3 3
1 1

3 3

1 1

Call/Receive None 1 1
0 0

Telephone 0 1

0 0

Total 1 2

0 0

CrossTalk/Nois Telephone 1 1
e/Static 0 0
Total 1 1

0 0

Dial Tone None 3 5
0 0




High Low Medium Total
Telecom Dial Tone Total 2 3 0 5
0 0 0 0
None None 3 2 0 5
0 0 0 0
Total 3 2 0 5
0 0 0 0
Voice Mail None 0 2 0 2
0 0 0 0
Telephone 0 4 0 4
0 0 0 0
Total 0 6 0 6
0 0 0 0
6 13 0 19
0 0 0 0
6 13 0 19
0 0 0 0
Telecom Hardware 0 1 0 1
0 0 0 0
Telephone 0 1 0 1
0 0 0 0
Total 0 2 0 2
0 0 0 0
Voice Mail 1
1
1
1
3
1
3
1
335

57




Average Time To Initial Response

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards.
Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock hour minutes.

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Top Number - Total Incidents
Bottom Number -Average time in hours

High Low Medium Total
Application Error Novell 0 3 0 3
GroupWise 0.00 2.98 0.00 2.98
Total 0 3 0 3
0.00 2.98 0.00 2.98
None BlackBerry 0 1 0 1
0.00 3.06 0.00 3.06
Total 0 1 0 1
0.00 3.06 0.00 3.06
Reporting Novell 0 2 0 2
GroupWise 0.00 0.86 0.00 0.86
Total 0 2 0 2
0.00 0.86 0.00 0.86
Total 0 6 0 6
0.00 2.29 0.00 2.29
Mobile Devices 0 1 0 1
0.00 1.11 0.00 1.11
0 1 0 1
0.00 1.11 0.00 1.11
0 1 0 1
0.00 1.11 0.00 1.11
0 7 0 7
0.00 2.12 0.00 2.12
EIS Hardware 0 1 0 1
0.00 0.22 0.00 0.22




EIS Hardware

Application

High Low Medium Total
None Total 0 1 0 1
0.00 0.22 0.00 0.22
Total 0 1 0 1
0.00 0.22 0.00 0.22
0 1 0 1
0.00 0.22 0.00 0.22
Error None 0 0 1 1
0.00 0.00 0.00 0.00
PGP 0 1 0 1
0.00 0.00 0.00 0.00
Remedy 0 1 0 1
Incident 0.00 0.00 0.00 0.00
Remedy 0 1 0 1
Service 0.00 0.00 0.00 0.00
State Payroll 0 2 0 2
Time Entry 0.00 0.05 0.00 0.05
Total 0 5 1 6
0.00 0.02 0.00 0.02
Password Novell 0 1 0 1
GroupWise 0.00 0.05 0.00 0.05
PGP for 0 1 0 1
Windows 0.00 0.00 0.00 0.00
Utah Master 0 12 0 12
Directory 0.00 0.36 0.00 0.36
Total 0 14 0 14
0.00 0.31 0.00 0.31
Reporting Novell 0 1 0 1
GroupWise 0.00 0.10 0.00 0.10
Total 0 1 0 1
0.00 0.10 0.00 0.10
Total 0 20 1 21
0.00 0.23 0.00 0.22




High Low Medium Total
Network Error Novell Client 0 2 0 2
for 32-bit 0.00 0.04 0.00 0.04
Total 0 2 0 2
0.00 0.04 0.00 0.04
Incident Novell Client 0 1 0 1
for 32-bit 0.00 0.07 0.00 0.07
Total 0 1 0 1
0.00 0.07 0.00 0.07
Password Novell Client 0 1 0 1
for 32-bit 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Performance None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 5 0 5
0.00 0.03 0.00 0.03
0 25 1 26
0.00 0.19 0.00 0.18
Application None None 0 1 0 1
0.00 0.14 0.00 0.14
Total 0 1 0 1
0.00 0.14 0.00 0.14
Total 0 1 0 1
0.00 0.14 0.00 0.14
Network None Novell Client 0 1 0 1
for 32-bit 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00




High Low Medium Total
0 2 0 2
0.00 0.07 0.00 0.07
_No Tier 2 None None 0 41 1 42
0.00 0.02 0.00 0.02
Novell 0 2 1 3
ConsoleOne 0.00 0.00 0.00 0.00
Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00
Total 0 44 2 46
0.00 0.02 0.00 0.02
Total 0 44 2 46
0.00 0.02 0.00 0.02
Application Error Microsoft Word 0 2 0 2
0.00 0.85 0.00 0.85
None 0 5 0 5
0.00 1.54 0.00 1.54
Novell Client 0 3 0 3
for 32-bit 0.00 1.28 0.00 1.28
Novell 0 2 0 2
GroupWise 0.00 215 0.00 2.15
Novell 0 1 0 1
GroupWise 0.00 3.61 0.00 3.61
Novell 0 1 0 1
Messenger 0.00 0.26 0.00 0.26
Total 0 14 0 14
0.00 1.53 0.00 1.53
None Internet 0 1 0 1
Explorer 0.00 1.89 0.00 1.89
None 0 1 0 1
0.00 0.57 0.00 0.57
Total 0 2 0 2
0.00 1.23 0.00 1.23




High Low Medium Total
Application Password None 0 1 0 1
0.00 1.01 0.00 1.01
Novell 0 1 0 1
GroupWise 0.00 0.42 0.00 0.42
Utah Master 0 1 0 1
Directory 0.00 11.25 0.00 11.25
Total 0 3 0 3
0.00 4.23 0.00 4.23
Reporting Internet 0 1 0 1
Explorer 0.00 0.29 0.00 0.29
None 0 0 1 1
0.00 0.00 1.02 1.02
Novell 0 1 0 1
GroupWise 0.00 0.78 0.00 0.78
Utah Master 0 0 2 2
Directory 0.00 0.00 0.79 0.79
Total 0 2 3 5
0.00 0.53 0.87 0.73
Total 0 21 3 24
0.00 1.79 0.87 1.67
Mobile Devices None Intellisync for 0 1 0 1
PalmPilot 0.00 0.59 0.00 0.59
Intellisync 0 1 0 1
Mobile Suite 0.00 0.02 0.00 0.02
Total 0 2 0 2
0.00 0.31 0.00 0.31
Total 0 2 0 2
0.00 0.31 0.00 0.31
Network Error None 0 1 0 1
0.00 1.97 0.00 1.97
Novell Client 0 9 0 9
for 32-bit 0.00 0.47 0.00 0.47




High Low Medium Total
Network Error Total 0 10 0 10
0.00 0.62 0.00 0.62
Incident None 0 2 0 2
0.00 2.48 0.00 2.48
Total 0 2 0 2
0.00 2.48 0.00 2.48
None Novell Client 0 1 0 1
for 32-bit 0.00 2.94 0.00 2.94
Total 0 1 0 1
0.00 2.94 0.00 2.94
Password None 0 3 0 3
0.00 0.68 0.00 0.68
Novell Client 0 3 0 3
for 32-bit 0.00 0.61 0.00 0.61
Total 0 6 0 6
0.00 0.64 0.00 0.64
Performance None 0 1 0 1
0.00 3.29 0.00 3.29
Total 0 1 0 1
0.00 3.29 0.00 3.29
Total 0 20 0 20
0.00 1.06 0.00 1.06
PC/Laptop Error Microsoft 0 1 0 1
Windows XP 0.00 0.00 0.00 0.00
Microsoft Word 0 1 0 1
0.00 0.37 0.00 0.37
None 0 7 0 7
0.00 1.50 0.00 1.50
Total 0 9 0 9
0.00 1.21 0.00 1.21
Hardware None 0 3 1 4
0.00 1.16 0.04 0.88




High Low Medium Total
PC/Laptop Hardware Total 0 3 1 4
0.00 1.16 0.04 0.88
Password None 0 1 0 1
0.00 0.22 0.00 0.22
Total 0 1 0 1
0.00 0.22 0.00 0.22
Performance None 0 2 1 3
0.00 0.20 0.55 0.31
Total 0 2 1 3
0.00 0.20 0.55 0.31
Virus None 0 2 0 2
0.00 0.33 0.00 0.33
Total 0 2 0 2
0.00 0.33 0.00 0.33
Total 0 17 2 19
0.00 0.92 0.29 0.85
Print/Copy/Sca Error Code None 0 2 0 2
n/Fax 0.00 1.81 0.00 1.81
Novell iPrint 0 1 0 1
0.00 0.10 0.00 0.10
Total 0 3 0 3
0.00 1.24 0.00 1.24
Incident None 0 4 0 4
0.00 1.04 0.00 1.04
Novell iPrint 0 1 0 1
0.00 1.08 0.00 1.08
Total 0 5 0 5
0.00 1.05 0.00 1.05
Total 0 8 0 8
0.00 1.12 0.00 1.12
Server Error None 0 1 0 1
0.00 0.58 0.00 0.58




High Low Medium Total
Server Error Total 0 1 0 1
0.00 0.58 0.00 0.58
None None 1 0 0 1
0.00 0.00 0.00 0.00
Total 1 0 0 1
0.00 0.00 0.00 0.00
Total 1 1 0 2
0.00 0.58 0.00 0.29
1 113 7 121
0.00 0.76 0.46 0.73
_No Tier 2 None None 0 4 0 4
0.00 0.50 0.00 0.50
Total 0 4 0 4
0.00 0.50 0.00 0.50
Total 0 4 0 4
0.00 0.50 0.00 0.50
Application Error Microsoft Word 0 0 1 1
0.00 0.00 0.00 0.00
None 0 1 0 1
0.00 0.24 0.00 0.24
Novell 0 3 0 3
GroupWise 0.00 0.41 0.00 0.41
Novell 0 1 0 1
GroupWise 0.00 0.03 0.00 0.03
Novell 0 1 0 1
Messenger 0.00 0.03 0.00 0.03
Utah Master 0 1 0 1
Directory 0.00 0.34 0.00 0.34
Total 0 7 1 8
0.00 0.27 0.00 0.23
None Utah Master 0 1 0 1
Directory 0.00 22.53 0.00 22.53




High Low Medium Total
Application None Total 0 1 0 1
0.00 22.53 0.00 22.53
Password Novell 0 2 0 2
GroupWise 0.00 0.34 0.00 0.34
Novell 0 1 0 1
Messenger 0.00 0.17 0.00 0.17
Utah Master 0 2 0 2
Directory 0.00 1.23 0.00 1.23
Total 0 5 0 5
0.00 0.66 0.00 0.66
Reporting Novell 0 1 0 1
GroupWise 0.00 0.16 0.00 0.16
Total 0 1 0 1
0.00 0.16 0.00 0.16
Total 0 14 1 15
0.00 1.99 0.00 1.86
Network Error None 0 1 0 1
0.00 1.81 0.00 1.81
Novell Client 0 2 0 2
for 32-bit 0.00 0.20 0.00 0.20
Total 0 3 0 3
0.00 0.73 0.00 0.73
Incident None 0 2 0 2
0.00 0.10 0.00 0.10
Total 0 2 0 2
0.00 0.10 0.00 0.10
None Novell Client 0 2 0 2
for 32-bit 0.00 0.59 0.00 0.59
Total 0 2 0 2
0.00 0.59 0.00 0.59
Password None 0 4 0 4
0.00 0.03 0.00 0.03




High Low Medium Total
Network Password Novell Client 0 22 0 22
for 32-bit 0.00 0.64 0.00 0.64
Utah Master 0 1 0 1
Directory 0.00 0.00 0.00 0.00
Total 0 27 0 27
0.00 0.53 0.00 0.53
Total 0 34 0 34
0.00 0.53 0.00 0.53
Print/Copy/Sca Error Code None 0 1 0 1
n/Fax 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Incident None 0 2 0 2
0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00
Total 0 3 0 3
0.00 0.00 0.00 0.00
0 55 1 56
0.00 0.87 0.00 0.85
_No Tier 2 None None 0 2 3 5
0.00 3.01 3.82 3.50
Total 0 2 3 5
0.00 3.01 3.82 3.50
Total 0 2 3 5
0.00 3.01 3.82 3.50
Application Error Microsoft 0 1 0 1
Access 0.00 0.21 0.00 0.21
Microsoft 0 1 0 1
Access 2003 0.00 0.33 0.00 0.33
None 0 3 0 3
0.00 0.47 0.00 0.47




High

Low

Medium

Total

Application Error Total 0 5 0 5
0.00 0.39 0.00 0.39

Total 0 5 0 5

0.00 0.39 0.00 0.39

Network Error None 0 1 0 1
0.00 1.29 0.00 1.29

Novell Client 0 1 0 1

for 32-bit 0.00 0.92 0.00 0.92

Total 0 2 0 2

0.00 1.11 0.00 1.11

None None 0 1 0 1

0.00 0.49 0.00 0.49

Total 0 1 0 1

0.00 0.49 0.00 0.49

Performance None 0 1 0 1

0.00 0.54 0.00 0.54

Total 0 1 0 1

0.00 0.54 0.00 0.54

Total 0 4 0 4

0.00 0.81 0.00 0.81

Print/Copy/Sca Error Code None 0 1 0 1
n/Fax 0.00 0.27 0.00 0.27
Total 0 1 0 1

0.00 0.27 0.00 0.27

Total 0 1 0 1

0.00 0.27 0.00 0.27

Server Error None 0 1 0 1
0.00 0.10 0.00 0.10

Total 0 1 0 1

0.00 0.10 0.00 0.10

Hardware None 0 1 0 1

0.00 0.09 0.00 0.09




High

Low

Medium

Total

Server Hardware Total 0 1 0 1
0.00 0.09 0.00 0.09

None None 0 1 0 1

0.00 12.90 0.00 12.90

Total 0 1 0 1

0.00 12.90 0.00 12.90

Total 0 3 0 3

0.00 4.37 0.00 4.37

0 15 3 18

0.00 1.64 3.82 2.00

_No Tier 2 None None 0 1 0 1
0.00 0.43 0.00 0.43

Total 0 1 0 1

0.00 0.43 0.00 0.43

Total 0 1 0 1

0.00 0.43 0.00 0.43

Application Error Novell 0 1 0 1
GroupWise 0.00 1.28 0.00 1.28

Total 0 1 0 1

0.00 1.28 0.00 1.28

Total 0 1 0 1

0.00 1.28 0.00 1.28

Network Error None 0 1 0 1
0.00 0.09 0.00 0.09

Total 0 1 0 1

0.00 0.09 0.00 0.09

Incident None 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.04 0.00 0.04




High Low Medium Total
PC/Laptop Error None 0 3 0 3
0.00 0.63 0.00 0.63
Total 0 3 0 3
0.00 0.63 0.00 0.63
Hardware None 0 1 0 1
0.00 0.02 0.00 0.02
Total 0 1 0 1
0.00 0.02 0.00 0.02
Performance None 0 1 0 1
0.00 0.60 0.00 0.60
Total 0 1 0 1
0.00 0.60 0.00 0.60
Virus None 0 1 0 1
0.00 0.03 0.00 0.03
Total 0 1 0 1
0.00 0.03 0.00 0.03
Total 0 6 0 6
0.00 0.42 0.00 0.42
Print/Copy/Sca Incident None 0 0 2 2
n/Fax 0.00 0.00 0.37 0.37
Total 0 0 2 2
0.00 0.00 0.37 0.37
None None 0 1 0 1
0.00 0.18 0.00 0.18
Total 0 1 0 1
0.00 0.18 0.00 0.18
Total 0 1 2 3
0.00 0.18 0.37 0.31
0 11 2 13
0.00 0.41 0.37 0.40
Application Error Internet 0 1 0 1
Explorer 0.00 5.94 0.00 5.94




High Low Medium Total
Application Error Total 0 1 0 1
0.00 5.94 0.00 5.94
Total 0 1 0 1
0.00 5.94 0.00 5.94
0 1 0 1
0.00 5.94 0.00 5.94
_No Tier 2 None None 0 1 0 1
0.00 0.15 0.00 0.15
Total 0 1 0 1
0.00 0.15 0.00 0.15
Total 0 1 0 1
0.00 0.15 0.00 0.15
Application Error Financial 0 1 0 1
Information 0.00 0.00 0.00 0.00
Internet 0 1 0 1
Explorer 0.00 0.00 0.00 0.00
Microsoft Office 0 1 0 1
2003 0.00 0.00 0.00 0.00
Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00
Novell iPrint 0 1 0 1
0.00 0.00 0.00 0.00
PGP 0 1 0 1
0.00 0.00 0.00 0.00
PGP for 0 1 0 1
Windows 0.00 0.00 0.00 0.00
Total 0 7 0 7
0.00 0.00 0.00 0.00
Password PGP 0 1 0 1
0.00 0.22 0.00 0.22
Total 0 1 0 1
0.00 0.22 0.00 0.22




High

Low

Medium

Total

Application Reporting Novell iPrint 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 9 0 9

0.00 0.02 0.00 0.02

PC/Laptop Error None 0 1 0 1
0.00 0.53 0.00 0.53

Total 0 1 0 1

0.00 0.53 0.00 0.53

Hardware None 0 9 0 9

0.00 0.19 0.00 0.19

Total 0 9 0 9

0.00 0.19 0.00 0.19

Performance Microsoft 0 1 0 1

Windows XP 0.00 0.00 0.00 0.00

None 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

Total 0 12 0 12

0.00 0.19 0.00 0.19

Print/Copy/Sca Error Code None 0 1 0 1
n/Fax 0.00 0.00 0.00 0.00
Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

0 23 0 23

0.00 0.1 0.00 0.11

_No Tier 2 None Internet 0 1 0 1
Explorer 0.00 0.02 0.00 0.02




High Low Medium Total
_No Tier 2 None None 0 2 0 2
0.00 0.08 0.00 0.08
PGP 0 3 0 3
0.00 0.00 0.00 0.00
PGP Desktop 0 1 0 1
Security 0.00 0.00 0.00 0.00
Presto! 0 1 0 1
PageManager 0.00 0.00 0.00 0.00
Symantec 0 1 0 1
Endpoint 0.00 0.00 0.00 0.00
Total 0 9 0 9
0.00 0.02 0.00 0.02
Total 0 9 0 9
0.00 0.02 0.00 0.02
Application None None 0 1 0 1
0.00 0.07 0.00 0.07
Total 0 1 0 1
0.00 0.07 0.00 0.07
Total 0 1 0 1
0.00 0.07 0.00 0.07
Network Error Microsoft 0 1 0 1
Windows XP 0.00 0.12 0.00 0.12
Novell Client 0 3 0 3
for 32-bit 0.00 0.00 0.00 0.00
Total 0 4 0 4
0.00 0.03 0.00 0.03
Incident None 0 3 1 4
0.00 0.00 0.00 0.00
Total 0 3 1 4
0.00 0.00 0.00 0.00
None None 0 1 0 1
0.00 0.09 0.00 0.09




High

Low

Medium

Total

Network None Novell Client 0 0 1 1
for 32-bit 0.00 0.00 0.03 0.03

Total 0 1 1 2

0.00 0.09 0.03 0.06

Performance Microsoft 0 1 0 1
Windows XP 0.00 0.00 0.00 0.00

None 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

Total 0 10 2 12
0.00 0.02 0.02 0.02

PC/Laptop Error Microsoft 0 1 0 1
Windows XP 0.00 0.00 0.00 0.00

Microsoft 0 1 0 1

Windows XP 0.00 0.09 0.00 0.09

Total 0 2 0 2

0.00 0.04 0.00 0.04

Hardware None 0 2 1 3
0.00 2.34 0.55 1.74

Symantec 0 1 0 1

Endpoint 0.00 0.17 0.00 0.17

Total 0 3 1 4

0.00 1.62 0.55 1.35

None None 0 1 0 1
0.00 0.07 0.00 0.07

Total 0 1 0 1

0.00 0.07 0.00 0.07

Password PGP for 0 2 0 2
Windows 0.00 0.77 0.00 0.77

Total 0 2 0 2

0.00 0.77 0.00 0.77




High

Low

Medium

Total

PC/Laptop Performance Microsoft 0 1 0 1
Windows XP 0.00 0.42 0.00 0.42

None 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.21 0.00 0.21

Virus None 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 11 1 12

0.00 0.63 0.55 0.63

Print/Copy/Sca Incident None 0 4 0 4
n/Fax 0.00 0.04 0.00 0.04
Total 0 4 0 4

0.00 0.04 0.00 0.04

None None 0 2 0 2

0.00 0.04 0.00 0.04

Total 0 2 0 2

0.00 0.04 0.00 0.04

Total 0 6 0 6

0.00 0.04 0.00 0.04

Telecom Dial Tone None 1 0 0 1
0.04 0.00 0.00 0.04

Total 1 0 0 1

0.04 0.00 0.00 0.04

Total 1 0 0 1

0.04 0.00 0.00 0.04

Wireless None None 0 1 0 1
Connectivity 0.00 0.00 0.00 0.00
Total 0 1 0 1

0.00 0.00 0.00 0.00




Wireless
Connectivity

Application

Telecom

High Low Medium Total
Total 0 1 0 1
0.00 0.00 0.00 0.00
1 38 3 42
0.04 0.20 0.19 0.20
Error Internet 0 1 0 1
Explorer 0.00 0.77 0.00 0.77
Total 0 1 0 1
0.00 0.77 0.00 0.77
None Internet 0 1 0 1
Explorer 0.00 0.51 0.00 0.51
Total 0 1 0 1
0.00 0.51 0.00 0.51
Password PGP Desktop 0 1 0 1
Security 0.00 1.48 0.00 1.48
Total 0 1 0 1
0.00 1.48 0.00 1.48
Total 0 3 0 3
0.00 0.92 0.00 0.92
0 3 0 3
0.00 0.92 0.00 0.92
Call/Receive None 0 1 0 1
0.00 0.23 0.00 0.23
Telephone 1 0 0 1
0.32 0.00 0.00 0.32
Total 1 1 0 2
0.32 0.23 0.00 0.28
CrossTalk/Nois Telephone 0 1 0 1
e/Static 0.00 0.16 0.00 0.16
Total 0 1 0 1
0.00 0.16 0.00 0.16
Dial Tone None 2 3 0 5
0.02 0.18 0.00 0.12




High Low Medium Total
Telecom Dial Tone Total 2 3 0 5
0.02 0.18 0.00 0.12
None None 3 2 0 5
0.22 0.14 0.00 0.19
Total 3 2 0 5
0.22 0.14 0.00 0.19
Voice Mail None 0 2 0 2
0.00 0.09 0.00 0.09
Telephone 0 4 0 4
0.00 0.17 0.00 0.17
Total 0 6 0 6
0.00 0.14 0.00 0.14
6 13 0 19
0.17 0.16 0.00 0.16
6 13 0 19
0.17 0.16 0.00 0.16
Telecom Hardware 0 1 0 1
0.00 0.14 0.00 0.14
Telephone 0 1 0 1
0.00 0.13 0.00 0.13
Total 0 2 0 2
0.00 0.13 0.00 0.13
Voice Mail 1
1.23
1
1.23
3
0.50
3
0.50
335

0.66




Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Resolution

High Low Medium Total
Application Error Novell 0 3 0 3
GroupWise 0 1 0 1
Total 0 3 0 8
0 1 0 1
None BlackBerry 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
Reporting Novell 0 2 0 2
GroupWise 0 0 0 0
Total 0 2 0 2
0 0 0 0
Total 0 6 0 6
0 1 0 1
Mobile Devices Error None 0 1 0 1
0 1 0 1
Total 0 1 0 1
0 1 0 1
Total 0 1 0 1
0 1 0 1
0 7 0 7
0 2 0 2
EIS Hardware None None 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0




High Low Medium Total

EIS Hardware Total 1 1

0 0

1 1

0 0

Application Error None 0 1

0 0

PGP 1 1

0 0

Remedy 1 1

Incident 0 0

Remedy 1 1

Service 0 0

State Payroll 2 2

Time Entry 0 0

Total 5 6

0 0

Password Novell 1 1

GroupWise 0 0

PGP for 1 1

Windows 0 0

Utah Master 12 12

Directory 0 0

Total 14 14

0 0

Reporting Novell 1 1

GroupWise 0 0

Total 1 1

0 0

Total 20 21
0

Network Error Novell Client 2 2

for 32-bit 0 0




High Low Medium Total
Network Error Total 2 2
0 0
Incident Novell Client 1 1
for 32-bit 0 0
Total 1 1
0 0
Password Novell Client 1 1
for 32-bit 0 0
Total 1 1
0 0
Performance None 1 1
0 0
Total 1 1
0 0
Total 5 5
0 0
25 26
0 0
Application None None 1 1
0 0
Total 1 1
0 0
Total 1 1
0 0
Network None Novell Client 1 1
for 32-bit 0 0
Total 1 1
0 0
Total 1 1
0 0
2 2
0 0




High Low Medium Total
_No Tier 2 None None 41 1 42
0 0
Novell 2 1 3
ConsoleOne 0 0 0
Novell 1 0 1
GroupWise 0 0 0
Total 44 2 46
0 0 0
Total 44 2 46
0 0 0
Application Error Microsoft Word 2 0 2
0 0 0
None 5 0 5
1 0 1
Novell Client 3 0 3
for 32-bit 0 0 0
Novell 2 0 2
GroupWise 0 0 0
Novell 1 0 1
GroupWise 1 0 1
Novell 1 0 1
Messenger 0 0 0
Total 14 0 14
2 0 2
None Internet 1 0 1
Explorer 0 0 0
None 1 0 1
0 0 0
Total 2 0 2
0 0 0
Password None 1 0 1




High Low Medium Total
Application Password Novell 1 0 1
GroupWise 0 0 0
Utah Master 1 0 1
Directory 1 0 1
Total 3 0 3
2 0 2
Reporting Internet 1 0 1
Explorer 1 0 1
None 0 1 1
0 0 0
Novell 1 0 1
GroupWise 1 0 1
Utah Master 0 2 2
Directory 0 0 0
Total 2 3 5
2 0 2
Total 21 3 24
0 6
Mobile Devices None Intellisync for 1 0 1
PalmPilot 1 0 1
Intellisync 1 0 1
Mobile Suite 0 0 0
Total 2 0 2
1 0 1
Total 2 0 2
1 0 1
Network Error None 1 0 1
1 0 1
Novell Client 9 0 9
for 32-bit 3 0 3
Total 10 0 10
4 0 4




High Low Medium Total
Network Incident None 2 0 2
1 0 1
Total 2 0 2
1 0 1
None Novell Client 1 0 1
for 32-bit 0 0 0
Total 1 0 1
0 0 0
Password None 3 0 3
1 0 1
Novell Client 3 0 3
for 32-bit 0 0 0
Total 6 0 6
1 0 1
Performance None 1 0 1
1 0 1
Total 1 0 1
1 0 1
Total 20 0 20
7 0 7
PC/Laptop Error Microsoft 1 0 1
Windows XP 1 0 1
Microsoft Word 1 0 1
0 0 0
None 7 0 7
2 0 2
Total 9 0 9
3 0 3
Hardware None 3 1 4
1 0 1
Total 3 1 4




High Low Medium Total
PC/Laptop Password None 1 1
0 0
Total 1 1
0 0
Performance None 2 3
1 1
Total 2 3
1 1
Virus None 2 2
2 2
Total 2 2
2 2
Total 17 19
7 7
Print/Copy/Sca Error Code None 2 2
n/Fax 0 0
Novell iPrint 1 1
0 0
Total 3 3
0 0
Incident None 4 4
0 0
Novell iPrint 1 1
0 0
Total 5 5
0 0
Total 8 8
0 0
Server Error None 1 1
0 0
Total 1 1
0 0




High Low Medium Total
Server None None 1 0 0 1
0 0 0 0
Total 1 0 0 1
0 0 0 0
Total 1 1 0 2
0 0 0 0
1 113 7 121
21 0 21
_No Tier 2 None None 0 4 0 4
0 0 0 0
Total 0 4 0 4
0 0 0 0
Total 0 4 0 4
0 0 0 0
Application Error Microsoft Word 0 0 1 1
0 0 0 0
None 0 1 0 1
0 0 0 0
Novell 0 3 0 3
GroupWise 0 0 0 0
Novell 0 1 0 1
GroupWise 0 0 0 0
Novell 0 1 0 1
Messenger 0 0 0 0
Utah Master 0 1 0 1
Directory 0 0 0 0
Total 0 7 1 8
0 0 0 0
None Utah Master 0 1 0 1
Directory 0 1 0 1
Total 0 1 0 1
0 1 0 1




High Low Medium Total
Application Password Novell 2 0 2
GroupWise 0 0 0
Novell 1 0 1
Messenger 0 0 0
Utah Master 2 0 2
Directory 0 0 0
Total 5 0 5
0 0 0
Reporting Novell 1 0 1
GroupWise 0 0 0
Total 1 0 1
0 0 0
Total 14 1 15
1 0 1
Network Error None 1 0 1
0 0 0
Novell Client 2 0 2
for 32-bit 0 0 0
Total 3 0 3
0 0 0
Incident None 2 0 2
1 0 1
Total 2 0 2
1 0 1
None Novell Client 2 0 2
for 32-bit 0 0 0
Total 2 0 2
0 0 0
Password None 4 0 4
0 0 0
Novell Client 22 0 22
for 32-bit 0 0 0




High

Low

Medium

Total

Network Password Utah Master 1 1
Directory 0 0

Total 27 27

0 0

Total 34 34

1 1

Print/Copy/Sca Error Code None 1 1
n/Fax 0 0
Total 1 1

0 0

Incident None 2 2

0 0

Total 2 2

0 0

Total 3 3

0 0

55 56

2 2

_No Tier 2 None None 2 5
1 3

Total 2 5

1 3

Total 2 5

1 3

Application Error Microsoft 1 1
Access 0 0

Microsoft 1 1

Access 2003 0 0

None 3 3

1 1

Total 5 5

-




High

Low

Medium

Total

Application

Total

Network

Error

None

Novell Client
for 32-bit

Total

None

None

Total

Performance

None

Total

Total

Print/Copy/Sca
n/Fax

Error Code

None

Total

Total

Server

Error

None

Total

Hardware

None

Total




High

Low

Medium

Total

Server None None 1 1
1 1

Total 1 1

1 1

Total 3 3

2 2

15 18

7 9

_No Tier 2 None None 1 1
0 0

Total 1 1

0 0

Total 1 1

0 0

Application Error Novell 1 1
GroupWise 0 0

Total 1 1

0 0

Total 1 1

0 0

Network Error None 1 1
0 0

Total 1 1

0 0

Incident None 1 1

0 0

Total 1 1

0 0

Total 2 2

0 0

PC/Laptop Error None 3 3
0 0




High

Low

Medium

Total

PC/Laptop Error Total 3 0 3
0 0 0

Hardware None 1 0 1

0 0 0

Total 1 0 1

0 0 0

Performance None 1 0 1

0 0 0

Total 1 0 1

0 0 0

Virus None 1 0 1

0 0 0

Total 1 0 1

0 0 0

Total 6 0 6

0 0 0

Print/Copy/Sca Incident None 0 2 2
n/Fax 0 0 0
Total 0 2 2

0 0 0

None None 1 0 1

0 0 0

Total 1 0 1

0 0 0

Total 1 2 3

0 0 0

11 2 13

0 0 0

Application Error Internet 1 0 1
Explorer 1 0 1

Total 1 0 1




High

Low

Medium

Total

Application

_No Tier 2

Total

None

None

Total

Total

Application

Error

Financial
Information

Internet
Explorer

Microsoft Office
2003

Novell
GroupWise

Novell iPrint

PGP

PGP for
Windows

Total

Password

PGP

Total

Reporting

Novell iPrint




High Low Medium Total
Application Reporting Total 1 1
0 0
Total 9 9
0 0
PC/Laptop Error None 1 1
0 0
Total 1 1
0 0
Hardware None 9 9
0 0
Total 9 9
0 0
Performance Microsoft 1 1
Windows XP 0 0
None 1 1
0 0
Total 2 2
0 0
Total 12 12
0 0
Print/Copy/Sca Error Code None 1 1
n/Fax 0 0
Total 1 1
0 0
Total 1 1
0 0
23 23
0 0
_No Tier 2 None Internet 1 1
Explorer 0 0
None 2 2
0 0




High

Low

Medium

Total

_No Tier 2

None

PGP

PGP Desktop
Security

Presto!
PageManager

Symantec
Endpoint

Total

Total

Application

None

None

Total

Total

Network

Error

Microsoft
Windows XP

Novell Client
for 32-bit

Total

Incident

None

Total

None

None

Novell Client
for 32-bit




High

Low

Medium

Total

Network None Total 1 1 2
0 0 0

Performance Microsoft 1 0 1
Windows XP 0 0 0

None 1 0 1

0 0 0

Total 2 0 2

0 0 0

Total 10 2 12
0 0 0

PC/Laptop Error Microsoft 1 0 1
Windows XP 0 0 0

Microsoft 1 0 1

Windows XP 0 0 0

Total 2 0 2

0 0 0

Hardware None 2 1 3
0 0 0

Symantec 1 0 1

Endpoint 0 0 0

Total 3 1 4

0 0 0

None None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Password PGP for 2 0 2
Windows 1 0 1

Total 2 0 2

1 0 1

Performance Microsoft 1 0 1
Windows XP 0 0 0




High

Low

Medium

Total

PC/Laptop Performance None 1 1
0 0

Total 2 2

0 0

Virus None 1 1

0 0

Total 1 1

0 0

Total 11 12

1 1

Print/Copy/Sca Incident None 4 4
n/Fax 0 0
Total 4 4

0 0

None None 2 2

0 0

Total 2 2

0 0

Total 6 6

0 0

Telecom Dial Tone None 0 1
0 0

Total 0 1

0 0

Total 0 1

0 0

Wireless None None 1 1
Connectivity 0 0
Total 1 1

0 0

Total 1 1

0 0




Application

Telecom

High Low Medium Total

1 38 42

0 1 1

Error Internet 0 1 1
Explorer 0 1 1

Total 0 1 1

0 1 1

None Internet 0 1 1
Explorer 0 0 0

Total 0 1 1

0 0 0

Password PGP Desktop 0 1 1
Security 0 0 0

Total 0 1 1

0 0 0

Total 0 3 3
0 1 1

0 3 3

0 1 1

Call/Receive None 0 1 1
0 0 0

Telephone 1 0 1

0 0 0

Total 1 1 2

0 0 0

CrossTalk/Nois Telephone 0 1 1
e/Static 0 0 0
Total 0 1 1

0 0 0

Dial Tone None 2 3 5
0 0 0

Total 2 3 5

0 0 0




Telecom

Telecom

High Low Medium Total
None None 2 5
0 0
Total 2 5
0 0
Voice Mail None 2 2
0 0
Telephone 4 4
0 0
Total 6 6
0 0
13 19
0 0
13 19
0 0
Hardware 1 1
0 0
Telephone 1 1
0 0
Total 2 2
0 0
Voice Mail 1
0
1
0
3
0
3
0
335

37




Average Time To Resolution

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and

Critical within 2 clock hours.
Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.

Top Number - Total Incidents
Bottom Number - Average time in hours

High Low Medium Total
Application Error Novell 0 3 0 3
GroupWise 0.00 4.82 0.00 4.82
Total 0 3 0 3
0.00 4.82 0.00 4.82
None BlackBerry 0 1 0 1
0.00 3.49 0.00 3.49
Total 0 1 0 1
0.00 3.49 0.00 3.49
Reporting Novell 0 2 0 2
GroupWise 0.00 1.84 0.00 1.84
Total 0 2 0 2
0.00 1.84 0.00 1.84
Total 0 6 0 6
0.00 3.61 0.00 3.61
Mobile Devices 0 1 0 1
0.00 8.31 0.00 8.31
0 1 0 1
0.00 8.31 0.00 8.31
0 1 0 1
0.00 8.31 0.00 8.31
0 7 0 7
0.00 4.28 0.00 4.28
EIS Hardware 0 1 0 1
0.00 2.03 0.00 2.03




EIS Hardware

Application

High Low Medium Total
None Total 0 1 0 1
0.00 2.03 0.00 2.03
Total 0 1 0 1
0.00 2.03 0.00 2.03
0 1 0 1
0.00 2.03 0.00 2.03
Error None 0 0 1 1
0.00 0.00 0.00 0.00
PGP 0 1 0 1
0.00 0.00 0.00 0.00
Remedy 0 1 0 1
Incident 0.00 0.00 0.00 0.00
Remedy 0 1 0 1
Service 0.00 0.00 0.00 0.00
State Payroll 0 2 0 2
Time Entry 0.00 0.07 0.00 0.07
Total 0 5 1 6
0.00 0.03 0.00 0.02
Password Novell 0 1 0 1
GroupWise 0.00 0.05 0.00 0.05
PGP for 0 1 0 1
Windows 0.00 0.00 0.00 0.00
Utah Master 0 12 0 12
Directory 0.00 0.36 0.00 0.36
Total 0 14 0 14
0.00 0.31 0.00 0.31
Reporting Novell 0 1 0 1
GroupWise 0.00 0.10 0.00 0.10
Total 0 1 0 1
0.00 0.10 0.00 0.10
Total 0 20 1 21
0.00 0.25 0.00 0.23




High Low Medium Total
Network Error Novell Client 0 2 0 2
for 32-bit 0.00 0.04 0.00 0.04
Total 0 2 0 2
0.00 0.04 0.00 0.04
Incident Novell Client 0 1 0 1
for 32-bit 0.00 0.46 0.00 0.46
Total 0 1 0 1
0.00 0.46 0.00 0.46
Password Novell Client 0 1 0 1
for 32-bit 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Performance None 0 1 0 1
0.00 0.1 0.00 0.1
Total 0 1 0 1
0.00 0.1 0.00 0.11
Total 0 5 0 5
0.00 0.13 0.00 0.13
0 25 1 26
0.00 0.22 0.00 0.21
Application None None 0 1 0 1
0.00 0.14 0.00 0.14
Total 0 1 0 1
0.00 0.14 0.00 0.14
Total 0 1 0 1
0.00 0.14 0.00 0.14
Network None Novell Client 0 1 0 1
for 32-bit 0.00 0.05 0.00 0.05
Total 0 1 0 1
0.00 0.05 0.00 0.05
Total 0 1 0 1
0.00 0.05 0.00 0.05




High Low Medium Total
0 2 0 2
0.00 0.10 0.00 0.10
_No Tier 2 None None 0 41 1 42
0.00 0.90 0.00 0.87
Novell 0 2 1 3
ConsoleOne 0.00 0.00 0.00 0.00
Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00
Total 0 44 2 46
0.00 0.83 0.00 0.79
Total 0 44 2 46
0.00 0.83 0.00 0.79
Application Error Microsoft Word 0 2 0 2
0.00 1.85 0.00 1.85
None 0 5 0 5
0.00 4.22 0.00 4.22
Novell Client 0 3 0 3
for 32-bit 0.00 1.57 0.00 1.57
Novell 0 2 0 2
GroupWise 0.00 4.30 0.00 4.30
Novell 0 1 0 1
GroupWise 0.00 6.90 0.00 6.90
Novell 0 1 0 1
Messenger 0.00 1.14 0.00 1.14
Total 0 14 0 14
0.00 3.30 0.00 3.30
None Internet 0 1 0 1
Explorer 0.00 2.01 0.00 2.01
None 0 1 0 1
0.00 1.29 0.00 1.29
Total 0 2 0 2
0.00 1.65 0.00 1.65




High Low Medium Total
Application Password None 0 1 0 1
0.00 8.04 0.00 8.04
Novell 0 1 0 1
GroupWise 0.00 2.47 0.00 2.47
Utah Master 0 1 0 1
Directory 0.00 11.25 0.00 11.25
Total 0 3 0 3
0.00 7.25 0.00 7.25
Reporting Internet 0 1 0 1
Explorer 0.00 211.67 0.00 211.67
None 0 0 1 1
0.00 0.00 1.94 1.94
Novell 0 1 0 1
GroupWise 0.00 114.40 0.00 114.40
Utah Master 0 0 2 2
Directory 0.00 0.00 0.79 0.79
Total 0 2 3 5
0.00 163.03 1.17 65.92
Total 0 21 3 24
0.00 18.92 1.17 16.70
Mobile Devices None Intellisync for 0 1 0 1
PalmPilot 0.00 123.67 0.00 123.67
Intellisync 0 1 0 1
Mobile Suite 0.00 3.84 0.00 3.84
Total 0 2 0 2
0.00 63.75 0.00 63.75
Total 0 2 0 2
0.00 63.75 0.00 63.75
Network Error None 0 1 0 1
0.00 9.37 0.00 9.37
Novell Client 0 9 0 9
for 32-bit 0.00 19.83 0.00 19.83




High Low Medium Total
Network Error Total 0 10 0 10
0.00 18.79 0.00 18.79
Incident None 0 2 0 2
0.00 20.62 0.00 20.62
Total 0 2 0 2
0.00 20.62 0.00 20.62
None Novell Client 0 1 0 1
for 32-bit 0.00 3.19 0.00 3.19
Total 0 1 0 1
0.00 3.19 0.00 3.19
Password None 0 3 0 3
0.00 4.71 0.00 4.71
Novell Client 0 3 0 3
for 32-bit 0.00 2.39 0.00 2.39
Total 0 6 0 6
0.00 3.55 0.00 3.55
Performance None 0 1 0 1
0.00 11.50 0.00 11.50
Total 0 1 0 1
0.00 11.50 0.00 11.50
Total 0 20 0 20
0.00 13.25 0.00 13.25
PC/Laptop Error Microsoft 0 1 0 1
Windows XP 0.00 72.64 0.00 72.64
Microsoft Word 0 1 0 1
0.00 3.33 0.00 3.33
None 0 7 0 7
0.00 3.65 0.00 3.65
Total 0 9 0 9
0.00 11.28 0.00 11.28
Hardware None 0 3 1 4
0.00 4.79 0.04 3.60




High Low Medium Total
PC/Laptop Hardware Total 0 3 1 4
0.00 4.79 0.04 3.60
Password None 0 1 0 1
0.00 4.87 0.00 4.87
Total 0 1 0 1
0.00 4.87 0.00 4.87
Performance None 0 2 1 3
0.00 4.25 0.95 3.15
Total 0 2 1 3
0.00 4.25 0.95 3.15
Virus None 0 2 0 2
0.00 90.21 0.00 90.21
Total 0 2 0 2
0.00 90.21 0.00 90.21
Total 0 17 2 19
0.00 18.22 0.50 16.35
Print/Copy/Sca Error Code None 0 2 0 2
n/Fax 0.00 4.59 0.00 4.59
Novell iPrint 0 1 0 1
0.00 0.10 0.00 0.10
Total 0 3 0 3
0.00 3.09 0.00 3.09
Incident None 0 4 0 4
0.00 2.60 0.00 2.60
Novell iPrint 0 1 0 1
0.00 1.90 0.00 1.90
Total 0 5 0 5
0.00 2.46 0.00 2.46
Total 0 8 0 8
0.00 2.70 0.00 2.70
Server Error None 0 1 0 1
0.00 0.58 0.00 0.58




High Low Medium Total
Server Error Total 0 1 0 1
0.00 0.58 0.00 0.58
None None 1 0 0 1
0.00 0.00 0.00 0.00
Total 1 0 0 1
0.00 0.00 0.00 0.00
Total 1 1 0 2
0.00 0.58 0.00 0.29
1 113 7 121
0.00 10.69 0.64 9.99
_No Tier 2 None None 0 4 0 4
0.00 0.52 0.00 0.52
Total 0 4 0 4
0.00 0.52 0.00 0.52
Total 0 4 0 4
0.00 0.52 0.00 0.52
Application Error Microsoft Word 0 0 1 1
0.00 0.00 0.00 0.00
None 0 1 0 1
0.00 0.43 0.00 0.43
Novell 0 3 0 3
GroupWise 0.00 1.39 0.00 1.39
Novell 0 1 0 1
GroupWise 0.00 0.03 0.00 0.03
Novell 0 1 0 1
Messenger 0.00 0.03 0.00 0.03
Utah Master 0 1 0 1
Directory 0.00 0.48 0.00 0.48
Total 0 7 1 8
0.00 0.74 0.00 0.64
None Utah Master 0 1 0 1
Directory 0.00 22.53 0.00 22.53




High Low Medium Total
Application None Total 0 1 0 1
0.00 22.53 0.00 22.53
Password Novell 0 2 0 2
GroupWise 0.00 1.10 0.00 1.10
Novell 0 1 0 1
Messenger 0.00 0.17 0.00 0.17
Utah Master 0 2 0 2
Directory 0.00 1.53 0.00 1.53
Total 0 5 0 5
0.00 1.09 0.00 1.09
Reporting Novell 0 1 0 1
GroupWise 0.00 0.23 0.00 0.23
Total 0 1 0 1
0.00 0.23 0.00 0.23
Total 0 14 1 15
0.00 2.38 0.00 2.22
Network Error None 0 1 0 1
0.00 1.84 0.00 1.84
Novell Client 0 2 0 2
for 32-bit 0.00 0.20 0.00 0.20
Total 0 3 0 3
0.00 0.74 0.00 0.74
Incident None 0 2 0 2
0.00 3.91 0.00 3.91
Total 0 2 0 2
0.00 3.91 0.00 3.91
None Novell Client 0 2 0 2
for 32-bit 0.00 1.30 0.00 1.30
Total 0 2 0 2
0.00 1.30 0.00 1.30
Password None 0 4 0 4
0.00 0.03 0.00 0.03




High Low Medium Total
Network Password Novell Client 0 22 0 22
for 32-bit 0.00 0.87 0.00 0.87
Utah Master 0 1 0 1
Directory 0.00 0.00 0.00 0.00
Total 0 27 0 27
0.00 0.71 0.00 0.71
Total 0 34 0 34
0.00 0.94 0.00 0.94
Print/Copy/Sca Error Code None 0 1 0 1
n/Fax 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Incident None 0 2 0 2
0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00
Total 0 3 0 3
0.00 0.00 0.00 0.00
0 55 1 56
0.00 1.22 0.00 1.20
_No Tier 2 None None 0 2 3 5
0.00 19.73 130.40 86.13
Total 0 2 3 5
0.00 19.73 130.40 86.13
Total 0 2 3 5
0.00 19.73 130.40 86.13
Application Error Microsoft 0 1 0 1
Access 0.00 3.19 0.00 3.19
Microsoft 0 1 0 1
Access 2003 0.00 0.76 0.00 0.76
None 0 3 0 3
0.00 5.80 0.00 5.80




High Low Medium Total
Application Error Total 0 5 0 5
0.00 4.27 0.00 4.27
Total 0 5 0 5
0.00 4.27 0.00 4.27
Network Error None 0 1 0 1
0.00 12.37 0.00 12.37
Novell Client 0 1 0 1
for 32-bit 0.00 0.92 0.00 0.92
Total 0 2 0 2
0.00 6.65 0.00 6.65
None None 0 1 0 1
0.00 26.51 0.00 26.51
Total 0 1 0 1
0.00 26.51 0.00 26.51
Performance None 0 1 0 1
0.00 21.00 0.00 21.00
Total 0 1 0 1
0.00 21.00 0.00 21.00
Total 0 4 0 4
0.00 15.20 0.00 15.20
Print/Copy/Sca Error Code None 0 1 0 1
n/Fax 0.00 5.52 0.00 5.52
Total 0 1 0 1
0.00 5.52 0.00 5.52
Total 0 1 0 1
0.00 5.52 0.00 5.52
Server Error None 0 1 0 1
0.00 3.56 0.00 3.56
Total 0 1 0 1
0.00 3.56 0.00 3.56
Hardware None 0 1 0 1
0.00 74.80 0.00 74.80




High

Low

Medium

Total

Server Hardware Total 0 1 0 1
0.00 74.80 0.00 74.80

None None 0 1 0 1

0.00 128.98 0.00 128.98

Total 0 1 0 1

0.00 128.98 0.00 128.98

Total 0 3 0 3

0.00 69.11 0.00 69.11

0 15 3 18

0.00 22.30 130.40 40.31

_No Tier 2 None None 0 1 0 1
0.00 0.43 0.00 0.43

Total 0 1 0 1

0.00 0.43 0.00 0.43

Total 0 1 0 1

0.00 0.43 0.00 0.43

Application Error Novell 0 1 0 1
GroupWise 0.00 2.36 0.00 2.36

Total 0 1 0 1

0.00 2.36 0.00 2.36

Total 0 1 0 1

0.00 2.36 0.00 2.36

Network Error None 0 1 0 1
0.00 0.09 0.00 0.09

Total 0 1 0 1

0.00 0.09 0.00 0.09

Incident None 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.04 0.00 0.04




High

Low

Medium

Total

PC/Laptop Error None 0 3 0 3
0.00 2.27 0.00 2.27

Total 0 3 0 3

0.00 2.27 0.00 2.27

Hardware None 0 1 0 1

0.00 0.02 0.00 0.02

Total 0 1 0 1

0.00 0.02 0.00 0.02

Performance None 0 1 0 1

0.00 0.60 0.00 0.60

Total 0 1 0 1

0.00 0.60 0.00 0.60

Virus None 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 6 0 6

0.00 1.35 0.00 1.35

Print/Copy/Sca Incident None 0 0 2 2
n/Fax 0.00 0.00 0.88 0.88
Total 0 0 2 2

0.00 0.00 0.88 0.88

None None 0 1 0 1

0.00 0.18 0.00 0.18

Total 0 1 0 1

0.00 0.18 0.00 0.18

Total 0 1 2 3

0.00 0.18 0.88 0.65

0 11 2 13

0.00 1.00 0.88 0.98

Application Error Internet 0 1 0 1
Explorer 0.00 43.03 0.00 43.03




High Low Medium Total
Application Error Total 0 1 0 1
0.00 43.03 0.00 43.03
Total 0 1 0 1
0.00 43.03 0.00 43.03
0 1 0 1
0.00 43.03 0.00 43.03
_No Tier 2 None None 0 1 0 1
0.00 0.20 0.00 0.20
Total 0 1 0 1
0.00 0.20 0.00 0.20
Total 0 1 0 1
0.00 0.20 0.00 0.20
Application Error Financial 0 1 0 1
Information 0.00 0.00 0.00 0.00
Internet 0 1 0 1
Explorer 0.00 0.00 0.00 0.00
Microsoft Office 0 1 0 1
2003 0.00 2.14 0.00 2.14
Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00
Novell iPrint 0 1 0 1
0.00 0.00 0.00 0.00
PGP 0 1 0 1
0.00 0.00 0.00 0.00
PGP for 0 1 0 1
Windows 0.00 0.00 0.00 0.00
Total 0 7 0 7
0.00 0.33 0.00 0.33
Password PGP 0 1 0 1
0.00 5.58 0.00 5.58
Total 0 1 0 1
0.00 5.58 0.00 5.58




High

Low

Medium

Total

Application Reporting Novell iPrint 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 9 0 9

0.00 0.91 0.00 0.91

PC/Laptop Error None 0 1 0 1
0.00 0.98 0.00 0.98

Total 0 1 0 1

0.00 0.98 0.00 0.98

Hardware None 0 9 0 9

0.00 0.46 0.00 0.46

Total 0 9 0 9

0.00 0.46 0.00 0.46

Performance Microsoft 0 1 0 1

Windows XP 0.00 0.00 0.00 0.00

None 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

Total 0 12 0 12

0.00 0.43 0.00 0.43

Print/Copy/Sca Error Code None 0 1 0 1
n/Fax 0.00 0.00 0.00 0.00
Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

0 23 0 23

0.00 0.58 0.00 0.58

_No Tier 2 None Internet 0 1 0 1
Explorer 0.00 0.02 0.00 0.02




High Low Medium Total
_No Tier 2 None None 0 2 0 2
0.00 0.08 0.00 0.08
PGP 0 3 0 3
0.00 0.00 0.00 0.00
PGP Desktop 0 1 0 1
Security 0.00 5.82 0.00 5.82
Presto! 0 1 0 1
PageManager 0.00 0.00 0.00 0.00
Symantec 0 1 0 1
Endpoint 0.00 0.00 0.00 0.00
Total 0 9 0 9
0.00 0.71 0.00 0.71
Total 0 9 0 9
0.00 0.71 0.00 0.71
Application None None 0 1 0 1
0.00 0.07 0.00 0.07
Total 0 1 0 1
0.00 0.07 0.00 0.07
Total 0 1 0 1
0.00 0.07 0.00 0.07
Network Error Microsoft 0 1 0 1
Windows XP 0.00 0.12 0.00 0.12
Novell Client 0 3 0 3
for 32-bit 0.00 0.00 0.00 0.00
Total 0 4 0 4
0.00 0.03 0.00 0.03
Incident None 0 3 1 4
0.00 0.00 0.00 0.00
Total 0 3 1 4
0.00 0.00 0.00 0.00
None None 0 1 0 1
0.00 0.09 0.00 0.09




High

Low

Medium

Total

Network None Novell Client 0 0 1 1
for 32-bit 0.00 0.00 0.03 0.03

Total 0 1 1 2

0.00 0.09 0.03 0.06

Performance Microsoft 0 1 0 1
Windows XP 0.00 0.00 0.00 0.00

None 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

Total 0 10 2 12
0.00 0.02 0.02 0.02

PC/Laptop Error Microsoft 0 1 0 1
Windows XP 0.00 0.00 0.00 0.00

Microsoft 0 1 0 1

Windows XP 0.00 0.09 0.00 0.09

Total 0 2 0 2

0.00 0.04 0.00 0.04

Hardware None 0 2 1 3
0.00 2.35 0.55 1.75

Symantec 0 1 0 1

Endpoint 0.00 2.89 0.00 2.89

Total 0 3 1 4

0.00 2.53 0.55 2.04

None None 0 1 0 1
0.00 0.07 0.00 0.07

Total 0 1 0 1

0.00 0.07 0.00 0.07

Password PGP for 0 2 0 2
Windows 0.00 8.39 0.00 8.39

Total 0 2 0 2

0.00 8.39 0.00 8.39




High

Low

Medium

Total

PC/Laptop Performance Microsoft 0 1 0 1
Windows XP 0.00 2.04 0.00 2.04

None 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 1.02 0.00 1.02

Virus None 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 11 1 12

0.00 242 0.55 2.26

Print/Copy/Sca Incident None 0 4 0 4
n/Fax 0.00 0.04 0.00 0.04
Total 0 4 0 4

0.00 0.04 0.00 0.04

None None 0 2 0 2

0.00 0.04 0.00 0.04

Total 0 2 0 2

0.00 0.04 0.00 0.04

Total 0 6 0 6

0.00 0.04 0.00 0.04

Telecom Dial Tone None 1 0 0 1
0.04 0.00 0.00 0.04

Total 1 0 0 1

0.04 0.00 0.00 0.04

Total 1 0 0 1

0.04 0.00 0.00 0.04

Wireless None None 0 1 0 1
Connectivity 0.00 0.00 0.00 0.00
Total 0 1 0 1

0.00 0.00 0.00 0.00




Wireless
Connectivity

Application

Telecom

High Low Medium Total
Total 0 1 0 1
0.00 0.00 0.00 0.00
1 38 3 42
0.04 0.88 0.19 0.81
Error Internet 0 1 0 1
Explorer 0.00 31.88 0.00 31.88
Total 0 1 0 1
0.00 31.88 0.00 31.88
None Internet 0 1 0 1
Explorer 0.00 0.51 0.00 0.51
Total 0 1 0 1
0.00 0.51 0.00 0.51
Password PGP Desktop 0 1 0 1
Security 0.00 1.48 0.00 1.48
Total 0 1 0 1
0.00 1.48 0.00 1.48
Total 0 3 0 3
0.00 11.29 0.00 11.29
0 3 0 3
0.00 11.29 0.00 11.29
Call/Receive None 0 1 0 1
0.00 0.36 0.00 0.36
Telephone 1 0 0 1
0.32 0.00 0.00 0.32
Total 1 1 0 2
0.32 0.36 0.00 0.34
CrossTalk/Nois Telephone 0 1 0 1
e/Static 0.00 0.84 0.00 0.84
Total 0 1 0 1
0.00 0.84 0.00 0.84
Dial Tone None 2 3 0 5
0.07 0.40 0.00 0.29




High Low Medium Total
Telecom Dial Tone Total 2 3 0 5
0.07 0.40 0.00 0.29
None None 3 2 0 5
0.23 0.18 0.00 0.21
Total 3 2 0 5
0.23 0.18 0.00 0.21
Voice Mail None 0 2 0 2
0.00 0.14 0.00 0.14
Telephone 0 4 0 4
0.00 0.33 0.00 0.33
Total 0 6 0 6
0.00 0.27 0.00 0.27
6 13 0 19
0.20 0.34 0.00 0.30
6 13 0 19
0.20 0.34 0.00 0.30
Telecom Hardware 0 1 0 1
0.00 0.31 0.00 0.31
Telephone 0 1 0 1
0.00 0.40 0.00 0.40
Total 0 2 0 2
0.00 0.36 0.00 0.36
Voice Mail 1
1.61
1
1.61
3
0.78
3
0.78
335

6.53




INC000000119409  _No Tier 2 None None TIR Missed: Yes TIR: 10.59
Metro D Hosting Natural Resources Medium Resolved TTR Missed: Yes TTR: 232.03
INC000000130794 _No Tier 2 None None TIR Missed: No  TIR: 0.15
Rural Central Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.20
INC000000133907 _No Tier 2 None None TIRMissed: No TIR: 0.79
Metro D Hosting Natural Resources Medium Resolved TTR Missed: Yes TTR: 158.06
INC000000134618 _No Tier 2 None None TIR Missed: Yes TIR: 5.92
Metro D Hosting Natural Resources Low Closed TTR Missed: Yes TTR: 33.70
INC000000135804 _No Tier 2 None None TIR Missed: No TIR:  0.07
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.07
INC000000135815 _No Tier 2 None None TIR Missed: No TIR: 0.10
Metro D Hosting Natural Resources Low Closed TTR Missed: No  TTR: 5.76
INC000000135964 _No Tier 2 None None TIRMissed: No TIR:  0.02
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.02
INC000000136168 _No Tier 2 None None TIR Missed: Yes TIR: 1.75
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 1.83
INC000000137091 _No Tier 2 None None TIRMissed: No TIR: 0.19
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 4.75
INC000000137160 _No Tier 2 None None TIRMissed: No TIR:  0.02
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000137165 _No Tier 2 None None TIRMissed: No TIR:  0.01
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 2.17
INC000000137170 _No Tier 2 None None TIRMissed: No TIR:  0.01
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 3.99
INC000000137184 _No Tier 2 None None TIR Missed: No TIR:  0.04
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.04
INC000000137191 _No Tier 2 None None TIRMissed: No TIR:  0.01
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 3.75
INC000000137197 _No Tier 2 None None TIRMissed: No TIR:  0.01
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000137201 _No Tier 2 None None TIRMissed: No TIR:  0.01
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000137230 _No Tier 2 None None TIRMissed: No TIR:  0.01
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000137313 _No Tier 2 None None TIRMissed: No TIR:  0.01
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000137478 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000138080 _No Tier 2 None Internet Explorer TIR Missed: No TIR: 0.02
Rural South Desktop Support  Natural Resources Low Closed TTR Missed: No  TTR: 0.02
INC000000139083 _No Tier 2 None None TIR Missed: No TIR:  0.03
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.03
INC000000139174 _No Tier 2 None None TIR Missed: No TIR:  0.03
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.03
INC000000139180 _No Tier 2 None None TIRMissed: No TIR:  0.01
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000139817 _No Tier 2 None None TIR Missed: No TIR:  0.04
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.04




INC000000139824 _No Tier 2 None None TIRMissed: No TIR: 0.05
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000140313  _No Tier 2 None None TIR Missed: No  TIR: 0.01
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000140316  _No Tier 2 None None TIR Missed: No  TIR: 0.01
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000140432 _No Tier 2 None None TIRMissed: No TIR: 0.15
Rural South Desktop Support  Natural Resources Low Closed TTR Missed: No  TTR: 0.15
INC000000141426 _No Tier 2 None None TIRMissed: No TIR: 0.15
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.15
INC000000141577 _No Tier 2 None None TIR Missed: No TIR:  0.03
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.03
INC000000141607 _No Tier 2 None None TIRMissed: No TIR:  0.02
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.02
INC000000141608 _No Tier 2 None None TIRMissed: No TIR:  0.01
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.01
INC000000141667 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000142405 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000142973 _No Tier 2 None None TIR Missed: No TIR:  0.08
Metro D Hosting Natural Resources Medium Closed TTR Missed: No  TTR: 1.11
INC000000143159 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000143169 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000143414 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000143962 _No Tier 2 None PGP Desktop Security TIR Missed: No TIR: 0.00
Rural South Desktop Support  Natural Resources Low Closed TTR Missed: No  TTR: 5.82
INC000000145375 _No Tier 2 None None TIRMissed: No TIR: 043
Metro D North Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.43
INC000000145440 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000145445 _No Tier 2 None Novell ConsoleOne TIR Missed: No TIR: 0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000145463 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000145746 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000145749 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000146166 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000146270 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000146420 _No Tier 2 None Novell ConsoleOne TIR Missed: No TIR: 0.00
Metro D Desktop Support Natural Resources Medium Resolved TTR Missed: No  TTR: 0.00




INC000000146428 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Medium Resolved TTR Missed: No  TTR: 0.00
INC000000146785 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 4.59
INC000000146789 _No Tier 2 None Novell GroupWise TIR Missed: No  TIR: 0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000147565 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 3.08
INC000000147582 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 4.91
INC000000147613  _No Tier 2 None Novell ConsoleOne TIR Missed: No  TIR: 0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000148282 _No Tier 2 None Symantec Endpoint Prote TIR Missed: No TIR: 0.00
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000149638 _No Tier 2 None None TIRMissed: No TIR: 0.24
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 4.87
INC000000149656 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000149708 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000150395 _No Tier 2 None PGP TIR Missed: No TIR:  0.00
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000150465 _No Tier 2 None PGP TIR Missed: No TIR:  0.00
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000150485 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000150696 _No Tier 2 None Presto! PageManager TIR Missed: No TIR: 0.00
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000151040 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000151300 _No Tier 2 None PGP TIR Missed: No TIR:  0.00
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000151374 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000151378 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
Application
INC000000125435  Application Reporting Internet Explorer TIR Missed: No TIR: 0.29
Metro D Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 211.67
INC000000130408  Application Error None TIRMissed: No TIR: 0.34
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 2.14
INC000000133707  Application Password Utah Master Directory TIR Missed: No TIR: 0.00
Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000133822  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.78
Metro D Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 114.40
INC000000134341  Application Password Utah Master Directory TIR Missed: Yes TIR: 11.25
Metro D Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 11.25
INC000000135395  Application Error None TIR Missed: No TIR:  0.00



Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 5.92
INC000000135796  Application Password Utah Master Directory TIR Missed: No  TIR: 0.28
Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.28
INC000000135851  Application Error None TIRMissed: No TIR: 0.24
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.43
INC000000135972  Application Error State Payroll Time Entry TIR Missed: No  TIR: 0.10
Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.10
INC000000135990  Application Password Novell GroupWise TIR Missed: No  TIR: 0.05
Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.05
INC000000136747  Application Error Novell GroupWise TIR Missed: Yes TIR:  4.81
Capitol Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 6.06
INC000000136887  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.10
Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.10
INC000000136907  Application Error Novell GroupWise TIR Missed: No TIR: 0.11
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.11
INC000000136929  Application Error Novell Messenger TIR Missed: No TIR: 0.03
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.03
INC000000137210  Application Password Utah Master Directory TIR Missed: Yes TIR: 2.46
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 3.07
INC000000137494  Application Password Utah Master Directory TIR Missed: No TIR: 0.00
Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000137564  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.37
Capitol Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 2.33
INC000000139160  Application Password Novell GroupWise TIR Missed: No TIR: 0.09
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.09
INC000000139328  Application None None TIRMissed: No TIR:  0.07
Rural South Desktop Support  Natural Resources Low Closed TTR Missed: No  TTR: 0.07
INC000000139480  Application Error Microsoft Access 2003 TIR Missed: No TIR:  0.33
Metro D Hosting Natural Resources Low Closed TTR Missed: No  TTR: 0.76
INC000000139783  Application Password Utah Master Directory TIR Missed: No TIR: 0.19
Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.19
INC000000140261  Application Error Microsoft Word TIRMissed: No TIR: 0.40
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.92
INC000000140396  Application None Internet Explorer TIR Missed: No TIR: 0.51
Security Natural Resources Low Closed TTR Missed: No  TTR: 0.51
INC000000140803  Application Error Novell GroupWise 32-bit TIR Missed: No TIR: 0.03
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.03
INC000000140805  Application None None TIRMissed: No TIR: 0.14
Metro B Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.14
INC000000141009  Application Error Novell GroupWise TIR Missed: Yes TIR: 1.12
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 4.07
INC000000141035  Application Error Novell GroupWise TIR Missed: Yes TIR: 3.87
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 4.97
INC000000141064  Application Error Novell GroupWise 32-bit TIR Missed: Yes TIR: 3.61
Metro D Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 6.90
INC000000141435  Application Error Novell Messenger TIR Missed: No TIR: 0.26
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 1.14
INC000000141510  Application Reporting None TIR Missed: Yes TIR: 1.02



Metro D Desktop Support Natural Resources Medium Closed TTR Missed: No  TTR: 1.94
INC000000141905  Application Password Utah Master Directory TIR Missed: No  TIR: 0.00
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000141931  Application Error None TIRMissed: No TIR: 0.40
Metro D Hosting Natural Resources Low Closed TTR Missed: No  TTR: 4.81
INC000000142356  Application Error None TIR Missed: No TIR: 0.63
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.63
INC000000142522  Application Error Internet Explorer TIR Missed: Yes TIR: 5.94
Operations Production Control Natural Resources Low Resolved TTR Missed: Yes TTR: 43.03
INC000000142789  Application Error Novell GroupWise TIR Missed: No  TIR: 0.00
Rural Central Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000143804  Application Error None TIR Missed: Yes TIR: 1.02
Metro D Hosting Natural Resources Low Resolved TTR Missed: Yes TTR: 12.59
INC000000143897  Application Error Remedy Incident Manage TIR Missed: No TIR: 0.00
Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000144063  Application Error Novell GroupWise TIR Missed: Yes TIR: 3.55
Capitol Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 3.84
INC000000144071  Application Error None TIR Missed: Yes TIR: 4.76
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: Yes TTR: 10.45
INC000000144086  Application Error Internet Explorer TIR Missed: No TIR: 0.77
Security Natural Resources Low Resolved TTR Missed: Yes TTR: 31.88
INC000000144433  Application None None TIR Missed: No TIR: 0.57
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 1.29
INC000000144570  Application None BlackBerry TIR Missed: Yes TIR: 3.06
Capitol Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 3.49
INC000000144930  Application Error Novell iPrint TIR Missed: No TIR: 0.00
Rural Central Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000144943  Application Reporting Novell iPrint TIR Missed: No TIR: 0.00
Rural Central Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000145010  Application Error Internet Explorer TIR Missed: No TIR: 0.00
Rural Central Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000145289  Application Reporting Novell GroupWise TIR Missed: Yes TIR: 1.35
Capitol Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 1.35
INC000000145519  Application Error None TIR Missed: No TIR:  0.00
Metro D Hosting Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000145736  Application Error Novell Client for 32-bit W TIR Missed: No TIR: 0.25
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 1.13
INC000000145819  Application Error Novell GroupWise TIR Missed: Yes TIR: 1.28
Metro D North Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 2.36
INC000000145973  Application Password None TIR Missed: Yes TIR: 1.01
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: Yes TTR: 8.04
INC000000146411  Application Password Novell GroupWise TIR Missed: No TIR: 0.42
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 247
INC000000146458  Application Error PGP TIR Missed: No TIR:  0.00
Rural Central Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000146665  Application Password Novell GroupWise TIR Missed: No TIR: 0.60
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 2.12
INC000000146693  Application Error Novell GroupWise TIR Missed: No TIR: 0.00



Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000146760  Application Password PGP TIRMissed: No TIR: 0.22
Rural Central Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 5.58
INC000000146775  Application Password Utah Master Directory TIR Missed: No  TIR: 0.00
Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000146823  Application Error Microsoft Word TIR Missed: No TIR:  0.00
Metro D Help Desk Natural Resources Medium Resolved TTR Missed: No  TTR: 0.00
INC000000146950  Application Error Novell GroupWise TIR Missed: No  TIR: 0.59
Capitol Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 4.57
INC000000146972  Application Password PGP Desktop Security TIR Missed: Yes TIR: 1.48
Security Natural Resources Low Resolved TTR Missed: No  TTR: 1.48
INC000000147232  Application None Utah Master Directory TIR Missed: Yes TIR: 22.53
Metro D Help Desk Natural Resources Low Resolved TTR Missed: Yes TTR: 22.53
INC000000147529  Application None Internet Explorer TIR Missed: Yes TIR: 1.89
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 2.01
INC000000148128  Application Password Utah Master Directory TIR Missed: No TIR: 0.87
Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.87
INC000000148171  Application Password Utah Master Directory TIR Missed: No TIR: 0.75
Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.75
INC000000148188  Application Reporting Utah Master Directory TIR Missed: No TIR: 0.22
INC000000148188  Application Reporting Utah Master Directory TIR Missed: Yes TIR: 1.36
Metro D Desktop Support Natural Resources Medium Resolved TTR Missed: No  TTR: 0.22
Metro D Desktop Support Natural Resources Medium Resolved TTR Missed: No  TTR: 1.36
INC000000148361  Application Error Novell Client for 32-bit W TIR Missed: Yes TIR: 1.64
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 1.64
INC000000148377  Application Error Novell Client for 32-bit W TIR Missed: Yes TIR: 1.93
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 1.93
INC000000148571  Application Error Microsoft Access TIRMissed: No TIR:  0.21
Metro D Hosting Natural Resources Low Resolved TTR Missed: No  TTR: 3.19
INC000000148657  Application Error None TIR Missed: Yes TIR: 1.98
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 1.98
INC000000148802  Application Error State Payroll Time Entry TIR Missed: No TIR: 0.00
Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000148902  Application Error Microsoft Office 2003 Prc TIR Missed: No TIR: 0.00
Rural Central Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 2.14
INC000000149133  Application Password Utah Master Directory TIR Missed: No TIR: 0.00
Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000149134  Application Error None TIR Missed: No TIR:  0.00
Help Desk Natural Resources Medium Resolved TTR Missed: No  TTR: 0.00
INC000000149135  Application Password Utah Master Directory TIR Missed: No TIR: 0.00
Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000149169  Application Error PGP TIR Missed: No TIR:  0.00
Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000149214  Application Password Utah Master Directory TIR Missed: Yes TIR: 1.59
Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 1.59
INC000000149581  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.16
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.23
INC000000149586  Application Password Novell Messenger TIR Missed: No TIR: 0.17



Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.17
INC000000149642  Application Error Utah Master Directory TIR Missed: No  TIR: 0.34
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.48
INC000000149868  Application Password Utah Master Directory TIR Missed: No  TIR: 0.58
Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.58
INC000000149888  Application Error PGP for Windows TIR Missed: No  TIR: 0.00
Rural Central Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000150448  Application Error Novell GroupWise TIR Missed: No  TIR: 0.42
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 3.62
INC000000150474  Application Password Utah Master Directory TIR Missed: No  TIR: 0.05
Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.05
INC000000150663  Application Error Remedy Service Reques TIR Missed: No TIR: 0.00
Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000151089  Application Password PGP for Windows TIR Missed: No TIR: 0.00
Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000151813  Application Error Microsoft Word TIR Missed: Yes TIR: 1.30
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 2.78
INC000000151824  Application Error Financial Information Net TIR Missed: No TIR: 0.00
Rural Central Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
EIS Hardware
INC000000139819  EIS Hardware None None TIRMissed: No TIR: 0.22
Diebold Natural Resources Low Closed TTR Missed: No TTR: 2.03
Mobile Devices
INC000000124283  Mobile Devices Error None TIR Missed: Yes TIR:  1.11
Capitol Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 8.31
INC000000124663  Mobile Devices None Intellisync Mobile Suite TIRMissed: No TIR:  0.02
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 3.84
INC000000125669  Mobile Devices None Intellisync for PalmPilot TIR Missed: No TIR: 0.59
Metro D Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 123.67
Network
INC000000129764  Network None None TIRMissed: No TIR: 0.49
Metro D Hosting Natural Resources Low Closed TTR Missed: Yes TTR: 26.51
INC000000132901 Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.38
Metro D Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 140.77
INC000000134718  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.25
Metro D Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 10.80
INC000000135588  Network Incident None TIR Missed: Yes TIR: 4.73
Metro D Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 41.01
INC000000135705  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.05
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.05
INC000000135947  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.09
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 2.13
INC000000136160  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.12
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.12
INC000000136340  Network Incident None TIRMissed: No TIR: 0.22
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.22
INC000000136574  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.01
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.01




INC000000136712  Network Incident None TIR Missed: No TIR:  0.11
Metro D Help Desk Natural Resources Low Closed TTR Missed: Yes TTR: 7.58
INC000000136767  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.26
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 3.55
INC000000137537  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.50
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.50
INC000000137907  Network Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.35
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 2.25
INC000000138418  Network Password Novell Client for 32-bit W TIR Missed: Yes TIR: 5.04
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 5.04
INC000000138470  Network Password None TIR Missed: No TIR:  0.04
Metro D Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 11.39
INC000000138585  Network Password None TIRMissed: No TIR: 0.72
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.72
INC000000138798  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.20
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.20
INC000000138927  Network None Novell Client for 32-bit W TIR Missed: No  TIR: 0.03
Rural South Desktop Support  Natural Resources Medium Closed TTR Missed: No  TTR: 0.03
INC000000139315  Network Error Microsoft Windows XP Pi TIR Missed: No TIR: 0.12
Rural South Desktop Support  Natural Resources Low Closed TTR Missed: No  TTR: 0.12
INC000000139332  Network None None TIR Missed: No TIR:  0.09
Rural South Desktop Support  Natural Resources Low Closed TTR Missed: No  TTR: 0.09
INC000000139399  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.17
Metro D Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 13.17
INC000000139482  Network None Novell Client for 32-bit W TIR Missed: No  TIR: 0.76
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.76
INC000000139554  Network Error None TIR Missed: No TIR:  0.09
Metro D North Desktop Support Natural Resources Low Closed TTR Missed: No TTR: 0.09
INC000000139577  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.11
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.11
INC000000139989  Network Performance None TIR Missed: Yes TIR: 3.29
Metro D Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 11.50
INC000000140169  Network Error Novell Client for 32-bit W TIR Missed: Yes TIR: 1.18
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 3.90
INC000000140371  Network Incident None TIR Missed: No TIR:  0.08
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.25
INC000000140490  Network Incident Novell Client for 32-bit W TIR Missed: No  TIR: 0.07
Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.46
INC000000140732  Network Password None TIRMissed: No TIR: 0.10
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.10
INC000000140943  Network Error None TIR Missed: Yes TIR: 1.97
Metro D Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 9.37
INC000000141012  Network Performance None TIR Missed: No TIR:  0.54
Metro D Hosting Natural Resources Low Closed TTR Missed: Yes TTR: 21.00
INC000000141283  Network Password None TIR Missed: No TIR:  0.03
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.03
INC000000141447  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.39
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.39




INC000000141506  Network Error Novell Client for 32-bit W TIR Missed: Yes TIR: 1.02
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 1.15
INC000000141806  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.00
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000141853  Network Performance Microsoft Windows XP Pi TIR Missed: No  TIR: 0.00
Rural South Desktop Support  Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000141873  Network Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.00
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000141944  Network Password Utah Master Directory TIR Missed: No  TIR: 0.00
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000142112  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.00
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000142194  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000142429  Network Password None TIR Missed: No TIR:  0.00
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000142961 Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.92
Metro D Hosting Natural Resources Low Closed TTR Missed: No  TTR: 0.92
INC000000142992  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.14
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.70
INC000000143447  Network Password None TIR Missed: No TIR:  0.00
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000143707  Network Error None TIR Missed: Yes TIR: 1.29
Metro D Hosting Natural Resources Low Resolved TTR Missed: Yes TTR: 12.37
INC000000144133  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000144194  Network None Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Metro B Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.05
INC000000144515  Network Performance None TIR Missed: No TIR: 0.00
Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.11
INC000000144607  Network Password Novell Client for 32-bit W TIR Missed: Yes TIR: 1.87
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 1.87
INC000000144861 Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.34
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.45
INC000000145552  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000145574  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.51
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.51
INC000000145713  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000145839  Network Password Novell Client for 32-bit W TIR Missed: Yes TIR: 1.74
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 1.74
INC000000146695  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000146784  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.10
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.22
INC000000146786  Network None Novell Client for 32-bit W TIR Missed: No TIR: 0.42
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 1.84




INC000000147462  Network Error None TIR Missed: Yes TIR:  1.81
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 1.84
INC000000147777  Network Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.29
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 2.96
INC000000147978  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.00
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000148701 Network Incident None TIR Missed: No  TIR: 0.00
Rural South Desktop Support  Natural Resources Medium Resolved TTR Missed: No  TTR: 0.00
INC000000149038  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.00
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000149041  Network Incident None TIR Missed: No TIR:  0.00
Metro D North Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000149066  Network Performance None TIR Missed: No TIR: 0.00
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000149196  Network Incident None TIR Missed: No TIR: 0.00
INC000000149196  Network Incident None TIR Missed: No TIR: 0.00
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000149280  Network Password Novell Client for 32-bit W TIR Missed: Yes TIR: 2.06
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 2.06
INC000000149359  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.08
Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.08
INC000000149447  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.36
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.96
INC000000149753  Network Password Novell Client for 32-bit W TIR Missed: Yes TIR: 1.46
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 1.48
INC000000150227  Network Password None TIR Missed: Yes TIR: 1.29
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 2.03
INC000000150421 Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000150461 Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000150477  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000151022  Network None Novell Client for 32-bit W TIR Missed: Yes TIR: 2.94
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 3.19
INC000000151099  Network Incident None TIR Missed: No TIR: 0.00
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000151231 Network Password Novell Client for 32-bit W TIR Missed: Yes TIR: 1.37
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 5.02
INC000000151485  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.25
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 3.04
PC/Laptop
INC000000127224  PC/Laptop Virus None TIR Missed: No TIR:  0.06
Metro D Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 173.43
INC000000129156  PC/Laptop Error Microsoft Windows XP Pi TIR Missed: No TIR: 0.00
Metro D Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 72.64
INC000000133143  PC/Laptop Error None TIR Missed: No TIR:  0.04



Metro D Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 6.16

INC000000133759  PC/Laptop Hardware None TIR Missed: No  TIR: 0.42
Metro D Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 6.45
INC000000134086  PC/Laptop Error None TIR Missed: Yes TIR: 1.60
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 1.60
INC000000134991 PC/Laptop Hardware None TIR Missed: Yes TIR: 4.54
Rural South Desktop Support  Natural Resources Low Closed TTR Missed: No  TTR: 4.55
INC000000135653  PC/Laptop Virus None TIRMissed: No TIR:  0.61
Metro D Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 6.99
INC000000135732  PC/Laptop Hardware None TIR Missed: No TIR:  0.04
Metro D Desktop Support Natural Resources Medium Closed TTR Missed: No  TTR: 0.04
INC000000135797  PC/Laptop Error None TIR Missed: Yes TIR: 3.20
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 3.79
INC000000136756  PC/Laptop Hardware None TIRMissed: No TIR: 0.76
Rural Central Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.76
INC000000137208  PC/Laptop Error None TIR Missed: Yes TIR: 1.40
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 3.53
INC000000137444  PC/Laptop Hardware None TIRMissed: No TIR:  0.02
Metro D North Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.02
INC000000137552  PC/Laptop Error None TIR Missed: Yes TIR: 2.93
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 2.93
INC000000137557  PC/Laptop Performance None TIR Missed: No TIR: 0.36
Metro D Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 7.70
INC000000138250  PC/Laptop Performance None TIR Missed: No TIR: 0.00
Rural Central Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000138563  PC/Laptop Hardware None TIR Missed: Yes TIR:  2.31
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 5.72
INC000000138828  PC/Laptop Error None TIRMissed: No TIR: 0.74
Metro D North Desktop Support Natural Resources Low Closed TTR Missed: No TTR: 0.74
INC000000138981  PC/Laptop Hardware None TIR Missed: No TIR: 047
Rural Central Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 2.91
INC000000139311 PC/Laptop Error Microsoft Windows XP Pi TIR Missed: No TIR: 0.09
Rural South Desktop Support  Natural Resources Low Closed TTR Missed: No  TTR: 0.09
INC000000139503  PC/Laptop Performance Microsoft Windows XP Pi TIR Missed: No TIR: 0.42
Rural South Desktop Support  Natural Resources Low Closed TTR Missed: No  TTR: 2.04
INC000000139934  PC/Laptop Hardware None TIR Missed: No TIR:  0.09
Rural Central Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.09
INC000000140156  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000140485  PC/Laptop Performance None TIR Missed: No TIR: 0.60
Metro D North Desktop Support Natural Resources Low Closed TTR Missed: No TTR: 0.60
INC000000140888  PC/Laptop Hardware None TIR Missed: No TIR:  0.09
Rural Central Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.09
INC000000140933  PC/Laptop Hardware None TIRMissed: No TIR: 0.15
Rural South Desktop Support  Natural Resources Low Closed TTR Missed: No  TTR: 0.15
INC000000141164  PC/Laptop Virus None TIR Missed: No TIR:  0.03
Metro D North Desktop Support Natural Resources Low Closed TTR Missed: No TTR: 0.00

INC000000141404  PC/Laptop None None TIRMissed: No TIR:  0.07



Rural South Desktop Support  Natural Resources Low Closed TTR Missed: No  TTR: 0.07
INC000000141951 PC/Laptop Error None TIR Missed: Yes TIR: 1.05
Metro D North Desktop Support Natural Resources Low Closed TTR Missed: No TTR: 1.05
INC000000142880  PC/Laptop Error None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000143377  PC/Laptop Error Microsoft Word TIRMissed: No TIR: 0.37
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 3.33
INC000000143544  PC/Laptop Error None TIR Missed: Yes TIR: 1.33
Metro D Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 7.54
INC000000144639  PC/Laptop Error Microsoft Windows XP Pi TIR Missed: No  TIR: 0.00
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000144660  PC/Laptop Password None TIRMissed: No TIR: 0.22
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 4.87
INC000000145099  PC/Laptop Error None TIR Missed: No TIR:  0.53
Rural Central Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.98
INC000000145602  PC/Laptop Hardware None TIRMissed: No TIR: 0.55
Rural South Desktop Support  Natural Resources Medium Resolved TTR Missed: No  TTR: 0.55
INC000000146035  PC/Laptop Performance None TIR Missed: No TIR:  0.04
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.80
INC000000146451 PC/Laptop Performance Microsoft Windows XP Pi TIR Missed: No TIR: 0.00
Rural Central Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000147016  PC/Laptop Hardware None TIRMissed: No TIR: 0.75
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 2.19
INC000000147368  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000147552  PC/Laptop Error None TIR Missed: No TIR:  0.10
Metro D North Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 5.01
INC000000148242  PC/Laptop Virus None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000149020  PC/Laptop Hardware None TIR Missed: No TIR:  0.30
Rural Central Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.30
INC000000149042  PC/Laptop Performance None TIR Missed: No TIR: 0.00
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000149202  PC/Laptop Password PGP for Windows TIR Missed: No TIR: 0.00
INC000000149202  PC/Laptop Password PGP for Windows TIR Missed: Yes TIR: 1.53
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: Yes TTR: 16.79
INC000000149652  PC/Laptop Hardware Symantec Endpoint Prote TIR Missed: No TIR: 0.17
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: No  TTR: 2.89
INC000000151943  PC/Laptop Performance None TIR Missed: No TIR: 0.55
Metro D Desktop Support Natural Resources Medium Resolved TTR Missed: No  TTR: 0.95
INC000000151985  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000151990  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
Print/Copy/Scan/Fax
INC000000136182  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.05
Rural South Desktop Support  Natural Resources Low Closed TTR Missed: No  TTR: 0.05




INC000000136185  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.02
Rural South Desktop Support  Natural Resources Low Closed TTR Missed: No  TTR: 0.02
INC000000136739  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR: 0.28
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 1.91
INC000000138875  Print/Copy/Scan/Fax Error Code None TIRMissed: No TIR: 0.27
Metro D Hosting Natural Resources Low Closed TTR Missed: No  TTR: 5.52
INC000000139322  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.08
Rural South Desktop Support  Natural Resources Low Closed TTR Missed: No  TTR: 0.08
INC000000139723  Print/Copy/Scan/Fax Error Code None TIR Missed: No TIR:  0.07
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 4.82
INC000000139879  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.09
Rural South Desktop Support  Natural Resources Low Closed TTR Missed: No  TTR: 0.09
INC000000140988  Print/Copy/Scan/Fax None None TIRMissed: No TIR: 0.18
Metro D North Desktop Support Natural Resources Low Closed TTR Missed: No TTR: 0.18
INC000000141119  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.62
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.62
INC000000142246  Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 2.58
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 2.58
INC000000142509  Print/Copy/Scan/Fax Error Code None TIR Missed: Yes TIR: 3.55
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 4.36
INC000000142722  Print/Copy/Scan/Fax Error Code None TIR Missed: No TIR:  0.00
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000144620  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.26
INC000000144620  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 048
Metro D North Desktop Support Natural Resources Medium Resolved TTR Missed: No  TTR: 0.26
Metro D North Desktop Support Natural Resources Medium Resolved TTR Missed: No  TTR: 1.50
INC000000145057  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR:  0.69
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 5.30
INC000000145298  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000145477  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000146156  Print/Copy/Scan/Fax Error Code Novell iPrint TIR Missed: No TIR: 0.10
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.10
INC000000146418  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000149790  Print/Copy/Scan/Fax Incident Novell iPrint TIR Missed: Yes TIR: 1.08
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 1.90
INC000000150009  Print/Copy/Scan/Fax Error Code None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000150450  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
Server
INC000000126829  Server None None TIR Missed: Yes TIR: 12.90
Metro D Hosting Natural Resources Low Closed TTR Missed: Yes TTR: 128.98
INC000000132802  Server Hardware None TIR Missed: No TIR:  0.09
Metro D Hosting Natural Resources Low Closed TTR Missed: Yes TTR: 74.80
INC000000137402  Server Error None TIR Missed: No TIR: 0.58



Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.58
INC000000145977  Server Error None TIRMissed: No TIR: 0.10
Metro D Hosting Natural Resources Low Resolved TTR Missed: No  TTR: 3.56
INC000000149032  Server None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources High Resolved TTR Missed: No  TTR: 0.00
Telecom
INC000000134960  Telecom Dial Tone None TIRMissed: No TIR: 0.16
Voice Operations Natural Resources Low Closed TTR Missed: No  TTR: 0.48
INC000000136176  Telecom Dial Tone None TIR Missed: No  TIR: 0.04
Rural South Desktop Support  Natural Resources High Closed TTR Missed: No  TTR: 0.04
INC000000136339  Telecom Hardware Telephone TIR Missed: No  TIR: 0.13
Voice/Data/WAN Services Natural Resources Low Closed TTR Missed: No  TTR: 0.40
INC000000138504  Telecom Call/Receive Telephone TIR Missed: No TIR: 0.32
Voice Operations Natural Resources High Closed TTR Missed: No  TTR: 0.32
INC000000138670  Telecom Voice Mail Telephone TIR Missed: No TIR: 0.16
Voice Operations Natural Resources Low Closed TTR Missed: No  TTR: 0.61
INC000000138806  Telecom Voice Mail Telephone TIR Missed: No TIR: 0.08
Voice Operations Natural Resources Low Closed TTR Missed: No  TTR: 0.14
INC000000139402  Telecom Dial Tone None TIR Missed: No TIR: 0.08
Voice Operations Natural Resources Low Closed TTR Missed: No  TTR: 0.17
INC000000140402  Telecom None None TIRMissed: No TIR: 0.24
INC000000140402  Telecom None None TIRMissed: No TIR: 0.24
Voice Operations Natural Resources High Closed TTR Missed: No  TTR: 0.24
Voice Operations Natural Resources High Closed TTR Missed: No  TTR: 0.24
INC000000144031  Telecom Call/Receive None TIR Missed: No TIR: 0.23
Voice Operations Natural Resources Low Resolved TTR Missed: No  TTR: 0.36
INC000000144462  Telecom Voice Mail Telephone TIR Missed: No TIR: 0.37
Voice Operations Natural Resources Low Closed TTR Missed: No  TTR: 0.47
INC000000144498  Telecom Voice Mail None TIRMissed: No TIR: 0.14
Voice Operations Natural Resources Low Closed TTR Missed: No  TTR: 0.21
INC000000145205  Telecom Dial Tone None TIR Missed: No TIR:  0.04
INC000000145205  Telecom Dial Tone None TIR Missed: No TIR: 0.00
Voice Operations Natural Resources High Resolved TTR Missed: No  TTR: 0.10
Voice Operations Natural Resources High Resolved TTR Missed: No  TTR: 0.00
INC000000146440  Telecom Voice Mail Telephone TIR Missed: No TIR: 0.06
Voice Operations Natural Resources Low Resolved TTR Missed: No  TTR: 0.11
INC000000147136  Telecom Voice Mail None TIR Missed: No TIR: 0.04
Voice Operations Natural Resources Low Resolved TTR Missed: No  TTR: 0.07
INC000000148516  Telecom Hardware None TIRMissed: No TIR: 0.14
Voice/Data/WAN Services Natural Resources Low Resolved TTR Missed: No  TTR: 0.31
INC000000149256  Telecom None None TIRMissed: No TIR:  0.20
Voice Operations Natural Resources High Resolved TTR Missed: No  TTR: 0.20
INC000000149367  Telecom None None TIR Missed: No TIR:  0.10
Voice Operations Natural Resources Low Resolved TTR Missed: No  TTR: 0.15
INC000000149697  Telecom None None TIRMissed: No TIR: 0.19
Voice Operations Natural Resources Low Resolved TTR Missed: No  TTR: 0.21
INC000000150057  Telecom CrossTalk/Noise/Static Telephone TIR Missed: No TIR: 0.16
Voice Operations Natural Resources Low Resolved TTR Missed: No  TTR: 0.84




INC000000150907  Telecom Voice Mail None TIR Missed: Yes TIR: 1.23
Voice/Data/WAN Services Natural Resources Low Resolved TTR Missed: No  TTR: 1.61

INC000000151621  Telecom Dial Tone None TIR Missed: No TIR:  0.30
Voice Operations Natural Resources Low Resolved TTR Missed: No  TTR: 0.54

Wireless Connectivity

INC000000147650  Wireless Connectivity ~ None None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: No  TTR: 0.00




